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ABSTRACT 
This study investigated the relationship between SAPS performance management 
and measurement assessment patterns and public perceptions of the effectiveness 
of SAPS.  The Performance Management System (PMS) and the Performance 
Measurement System (PMS1) of SAPS were investigated and it was looked at 
whether there is a correlation between them. 
The two internal measurement systems i.e. PMS and PMS1 were compared with the 
perception of the community about service delivery effectiveness of SAPS.  Seven 
police stations in the Queenstown Cluster participated in the study.  Semi-structured 
interviews were used to gather data from the Cluster Commander, Station 
Commanders, Production personnel and members of the community. 
The findings indicated that SAPS has challenges in implementing PMS.  Matters of 
honesty and trust were seen as contributing factors to these challenges.  The 
internal performance management tools do not take into consideration the needs of 
the community.  This transpired on the results of internal performance management 
which indicated police stations and their members to be performing satisfactory while 
the community is not satisfied with the police station performance.    
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ABBREVIATIONS AND ACRONYMS 
APR:  Annual performance review 
APRR: Annual performance review report 
BSC:  Balanced Score Card 
CAS:  Case Administration System 
CMC:  Core Management Criteria 
EA:  Executive Authority 
GIS:  Geographical Information System 
HOD:  Head of Department 
KPA:  Key Performance Area 
KRA:  Key Result Area 
PA:  Performance Agreement 
PA1:  Performance Appraisal 
PC:  Performance Chart 
PEP:  Performance Enhancement Plan 
PMS:  Performance Management System 
PMS1:  Performance Measurement System 
PPA:  Personal Performance Agreement 
PSNI:  Police Service Northern Ireland 
SAPS: South African Police Service 
SC:  Station Commander 
SMS:  Senior Management Services 
VSM:  Viable System Model   
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CLARIFICATION OF TERMS 
Performance Agreements: A performance agreement is a method of establishing 
expectations, accountability and consequences for not meeting a set standard of 
execution excellence. Two or more parties agree on the actions the performer will 
execute and agree on the expected results from executing those actions. Oftentimes, 
there are consequences if the performer doesn't deliver as agreed. 
Public Services: are those services provided by governments (local, municipal, or 
larger-scale) to the public. The need for services that no individual can or will pay for, 
but that benefit all by their presence, is one of the justifications for taxation.  
Examples of such services are sewage, trash disposal, and street cleaning. On a 
larger scale, public education, security and public health services (in countries that 
have them) are also public services. 
Public service delivery: is the implementation of those services and making sure 
they reach those people and places they're intended to. 
Vigilantism:  Taking the law into one's own hands and attempting to effect justice 
according to one's own understanding of right and wrong; action taken by a voluntary 
association of persons who organize themselves for the purpose of protecting a 
common interest, such as liberty, property, or personal security; action taken by an 
individual or group to protest existing law; action taken by an individual or group to 
enforce a higher law than that enacted by society's designated lawmaking 
institutions; private enforcement of legal norms in the absence of an established, 
reliable, and effective law enforcement body (Dictionary, 2012) 
Production employees: refers to employees who are not holding management 
position.  Those employees who practically perform policing functions such as crime 
prevention and detective work. 
Non Commissioned Officers: This term refers to employees in the police service 
and the army who are not yet in the officers rank, which is lieutenant and higher.  In 
SAPS it includes constables, sergeants and warrant officers. 
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CHAPTER 1 
1. INTRODUCTION 
The main purpose of performance management is to ensure that the organization 
achieve its main objectives as set in the organization strategic plan.  The strategic 
plans are developed to address service delivery needs of the customers of that 
organization.  Proper assessment patterns of individuals can lead to good 
community perception about the organisation’s performance.  Performance 
management and development system is created to ensure individual members 
contribute to the achievement of organizational strategic plan and that members are 
developed to be capable of performing their function to the benefit of the 
organization. 
A problem statement with regard to performance management system assessment 
patterns in SAPS had been given, objectives of the study with relevant research 
questions had been articulated and the preliminary review of literature was dealt 
with.  Legislative framework for performance management had been dealt with and 
comparison of SAPS performance management and measurement system with 
other police agencies had been done. 
1.1    BACK GROUND 
The South African Police Service (SAPS) has a vision of creating a safe and secure 
environment for all the people in South Africa. The SAPS strategic plan 2010-2014 
South African Police Service 2 (2010:1) indicates the mission of the police as to:- 
I. “Prevent and combat anything that may threaten the safety and security of any 
community;  
II. Investigate all crimes that threaten the safety and security of any community; 
Ensure offenders are brought to justice; and  
III. Participate in endeavors to address the root causes of crime”.  
The SMS handbook by the Department of Public Service and Administration (2006) 
gives directives on performance management and development for the Senior 
Management Services (SMS) members.  The handbook regulates that the SMS 
members sign performance agreement (PA).  The Republic of SA public service 
regulation, Department of Public Service and Administration 1 (2001) directs that 
performance management and development of members other than SMS members 
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must also be developed by the executive authority.  The purpose of these 
regulations is to ensure that public service employees fulfill their function which is to 
deliver service to the people. 
The South African police Service produced National Instruction 1/2005, South 
African Police Service 1 (2005) to deal with performance management and 
development of employees from salary level 1 to 12.  According to NI 1/2005 a 
member of SAPS must have a Performance Enhancement Process Instrument 
(SAPS 557) which will be used to measure the actual performance of an individual 
against the agreed performance indicators between the employee and the 
supervisor. Performance Enhancement Process (PEP)” means the process that 
defines, assesses, reinforces and promotes the job related behaviour and outputs 
expected of an employee.  The employee’s performance is measured on quality, 
quantity, standard and time. The points are allocated on a scale of 1-5 with one 
being poor and five being excellent, South African Police Service 1, (2005).  
Employees’ developmental needs are also identified and addressed in the PEP 
document.  SMS handbook (2006) requires that members of Senior Management 
Services (SMS) performance be measured using performance agreement between 
the employee and his supervisor.  The National Commissioner of the SAPS decided 
that all Station Commanders whether they are on SMS or not, will be assessed using 
performance agreement.  Non SMS members who are not Station Commanders are 
assessed through performance enhancement process instrument (SAPS 557).  
These tools are applied to both police officials and civilian employees. 
SAPS have a computerised organisational measurement system called Performance 
Chart.  This performance measurement system was developed to reflect on the 
accomplishing of SAPS mission and achievement of targeted results by assessing 
organizational performance according to inputs, outputs, outcomes, effectiveness 
and efficiency.  Performance chart is also used as a guide to assist managers when 
assessing individuals so as to see if individual performances are assisting in 
achieving organizational objectives.  Five performance measurement determinants 
are utilised by the Performance Chart System, these are; Strategic direction, 
Performance framework, Strategy institutionalization, Performance measures and 
performance assessment. (South African Police Service Training Division, 2010).      
 
3 
 
1.2 MOTIVATION FOR THE STUDY   
It had been noted that in most cases Station Commanders and their subordinates 
are rated as performing satisfactory by their managers while the organizational 
measurement instrument indicate that the police stations they are working in or are 
in charge of, do not perform satisfactorily.   
The crime statistics of Queenstown cluster police stations from 2008/2009 to 
2010/2011 financial year showed a steady increase of crime.  The crime statistics for 
all crimes is as follows for these financial years 
2008/2009 13953 
2009/2010 14295 
2010/2011 16225  
Queenstown cluster consist of seven police stations: Queenstown, Ezibeleni, Ilinge, 
Lady Frere, Tylden, Sterkstroom and Glen Grey.  The above crime statistics is for all 
the above police stations.  The statistics according to SAPS website (South African 
Police Service 4, 2012) indicate an increase of 14% between 2008/2009 and 
2010/2011.  
The situation becomes even worse when both the Performance Management 
System(individual) and Performance Chart(organizational) indicate both the Station 
Commanders, their subordinates and their Police Station as performing satisfactory 
while the community they serve show dissatisfaction with the service rendered 
through acts of vigilantism.  On the website, Oil in its article “vigilantism claims 7 
more lives” (2011) it was indicated that seven suspected criminals were killed in mob 
justice in the Eastern Cape during the month of June to July 2011.  The document 
indicated that three people suspected to be thieves were killed in Flagstaff while four 
people were killed necklecing style in Port Elizabeth.  
Cornish, J.J (2010) wrote about five people that were killed in mob justice in South 
Africa on 04 August 2010.  She further mentions that these killings brought the death 
toll due to mob justice in South Africa to 17 until the above date. 
These possible discrepancies have resulted in the interest to explore the relationship 
between performance management system assessment patterns and public 
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perceptions of the effectiveness of the police in rendering services.  Service Delivery 
is not a privilege in a democratic society but a rightful expectation of citizens.  
According to South African department of public service and administration (2006) 
the effectiveness of the public service will be judged only by its capability to deliver 
services which satisfy basic needs of all South African. 
1.3 STATEMENT OF THE PROBLEM  
There are two critical problems identified for the purposes of this research.  Firstly it 
had been observed that the SAPS performance assessment tools for the individuals 
i.e. performance agreement (PA) and performance enhancement process (PEP) in 
most cases do not relate to the Organizational measurement tool (Performance 
chart).  Individuals are assessed to be performing satisfactory while the organization 
they are working in is assessed to be performing poorly.   
Secondly in some cases both the performance management system (individual 
performance assessment) and the organizational measurement tool (Performance 
Chart for the police station) indicate the individuals and the police station to be 
performing satisfactory while the community perception indicate dissatisfaction by 
the community in the police performance.  This research thus aimed to examine 
these two discrepancies in the use and management of SAPS performance 
management facilities.    
Bruce (2012) argues that the problem with policing is that police services are not 
effective, people from disadvantaged background do not have enough money to hire 
private security companies for their protection as their richer counter parts.  He 
further argues that more than 80% crimes committed in South Africa are towards 
these poor communities.   
Fig 1: Problem identification framework  
 
 
 
 
 
Individual Assessment:  
PEP & PA  
Organisational 
Assessment 
Performance Chart 
 
Community Perceptions 
 
Reliable 
assessment of 
SAPS 
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The above figure tries to provide a framework towards understanding the problem.  
In simply terms the research investigated the above mentioned discrepancies and 
argued that a credible or reliable assessment of SAPS performance could be 
achieved where individual and organizational performance is mirrored in the 
perceptions of the community as an indicator for police effectiveness within a 
community. 
1.4 OBJECTIVES OF THE STUDY 
The overall objective of this study was to determine whether the implementation of 
performance management system, the assessment patterns, applied to SAPS 
members in police stations has a positive effect on the perceptions of the 
communities they serve regarding service delivery as interpreted through Batho Pele 
principles.  The actual objectives of the study were the following:- 
1. To determine the extent of discrepancy between the individual performance 
assessment tools and the organizational measurement tool. 
2. To determine whether the organizational and individual assessment tools relate 
to the community’s perceptions regarding effectiveness of the police in rendering 
services. 
3. To determine whether there are serious problems encountered in the 
implementation of both the individual and organizational SAPS assessments? 
4. To make proposal or recommendations to rectify the discrepancy if they exist. 
 
1.5 RESEARCH QUESTIONS 
Are there discrepancies between the reporting outcomes of individual and 
organizational SAPS performance assessments tools? 
What are the serious challenges encountered in the implementation of both the 
individual and organizational SAPS assessments? 
To what extent do the individual and organizational SAPS performance assessments 
mirror the perception of the community in terms of SAPS performance in delivering 
its core mandate of crime fighting?  
What could be done to improve correlation between SAPS individual assessment 
and organizational assessment tools with community perceptions of SAPS 
performance? 
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1.6 SIGNIFICANCE OF THE STUDY 
The study provided information that can be used to: 
1. Enhance the understanding of the importance of performance management 
system in the SAPS. 
2. Improve the application of the performance management system in SAPS. 
3. Be of be of academic value as the source of reference information to other 
students. 
1.7 ETHICAL CLEARANCE 
An ethical clearance was obtained from the University of Fort Hare by the 
researcher. 
1.8 LIMITATION AND DELIMITATIONS  
This study was limited to police stations in the Queenstown cluster; Eastern 
Cape Province of South Africa.  The period that was covered was from 
2009/2010 to 2011/2012 financial year.  Research findings would have been 
more embracing if more police stations were covered by the survey.  
However, the research is financially constrained and given the completion 
period of the study, a comprehensive coverage was not possible.     
1.9 OUTLINE OF CHAPTERS 
This is the research plan in which the researcher explains what he did and how he 
went about doing it.  The research was separated into five chapters as follows:- 
Chapter one: this chapter dealt with the introduction and rational of the study.  It 
further covered problem statement, research question, research Problem, aim and 
objectives of the study, significance of the study, limitations and delimitation of the 
study and definition of terms. 
Chapter two: this chapter dealt with literature review regarding the implementation 
and effective utilization of performance management system’s assessment patterns 
and how it is perceived by the community in terms of effectiveness of the police.  
Conceptual Framework and theoretical framework contribution to performance 
management assessment patterns were discussed.  Instruction, orders, annual 
reports, annual performance plans and statistics relating to performance 
management and service delivery were discussed. 
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Chapter three: this chapter concentrated on the research methodology and design.  
It also dealt with data collection and verification. 
Chapter four: this chapter dealt with the field work of the researcher putting main 
emphasis on analysis, interpretation and employment of result of the research 
findings. 
Chapter five: this is the last chapter in which a summary of the study will be 
specified.  Recommendation and alternative solution to identified problems will be 
provided. 
 
1.10 CONCLUSION 
The main purpose of this research is to create awareness about the way public 
servants in particular SAPS define, interpret and implement PMS.  The 
consequences of which have been disparity and inconsistency between what the 
department regard as good performance and expectations of the community.  The 
disparity was analyzed in terms of theories in which goal setting theory was 
explained in contrast to the imposition of goals to individual. It has been made clear 
that if the organizations goals are published and members are allowed to participate 
in setting themselves goals they will be committed.  The expectancy theory which 
links the reward to the needs of the employees was dealt with to influence the way 
managers set rewards in PMS.  However the main purpose of my research was to 
establish if there is linkage between the assessments of individuals and the 
organization, in SAPS with the expectations of the community they serve.  This is 
based on the number of mob justice cases reported around the country which 
indicates dissatisfaction by the community in services rendered by the police.    
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CHAPTER 2 
2. LITERATURE REVIEW 
2.1  INTRODUCTION 
The South African Police Service as an organ of state is compelled by the 
Constitution of the republic, (1996:111) chapter 10 to utilise resource effectively, 
efficiently and economically.  The Public Service Act 103 0f 1994 section 41 (e) 
(National Assembly, 1994) directs the Minister to issue regulations regarding the 
effective, efficient and economic use of resources.  The Public Service Regulations 
were issued and deal with performance management and development of the Public 
Service.  The treasury regulation, National Treasury, (2001:13-15) directs that the 
Head of department should compile a strategic plan which must contain priorities of 
that department.  The department is then required to develop a performance 
evaluation instrument to measure it against those priorities.  The South African 
Police Service (SAPS) introduced performance measurement system in order for the 
SAPS to be able to measure its performance against the priorities set in the 
organisation’s strategic plan.  This chapter will deal with the performance 
management system concept generally, performance management as applied by 
SAPS and comparison of performance management system with other police 
agencies.  Performance measurement system will also be discussed generally and 
as applied by SAPS and a comparison with other police agencies will be done.  
Motivational theories will also be discussed in order to link organisational 
performance to individual performance and motivation.        
2.2 THEORETICAL FRAMEWORK 
Three theories will be used in this research, goal setting theory, expectancy theory 
and organisational theory.  These theories are from process theory group which 
examines how motivation takes place (Unknown, 2013).  These theories are relevant 
for this study in that goal setting theory deals with the setting of goal and 
performance management and measurement deal with goal setting, objective setting 
and setting of priories.  Expectancy theory deals with individual efforts which lead to 
a particular outcome.  If the employee believes that he/she can achieve that outcome 
he/she becomes motivated to work towards that outcome.  Organisational theory 
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deals with the interaction of the organisation with its environment and both 
performance management system and performance management system in the 
public sector need to interact with its environment which is different stakeholders that 
include customers by getting performance feedback from external sources 
(Laegaard, 2006:9).     
2.2.1 Motivational Theories 
Lindner (1998:1) asserts that in the past the employees were seen as just another 
input in the production process.  This understanding was, however altered through 
research called Hawthorn studies conducted by Elton Mayo from 1924 to 1932 
(Lindner, 1998:1).  Dickenson as quoted by Lindner (1998:1) stated that this study 
showed that not only money motivates workers; their behaviour is related to their 
attitude.  Through Hawthorn studies new management approach on employee 
relations was developed in which the desires and motivation of workers was given 
priority.    
In his article on understanding employee motivation Lindner defines motivation as a 
tendency to act in a particular way so that you can reach your desired goals.  He 
further notes definitions of different writers about motivation.  Kreinter, (1995) as 
noted by Lindner (1998:2) defines motivation as purpose and direction behaviour 
which is derived from a psychological process.  Sims (2002:55) defines motivation as 
a combination of mental and physical efforts and the environment that leads to a 
particular behaviour by individuals or groups.  Chaudhuri (2010:148) concurs with 
the above writers as he defines motivation as process which begins with a motive 
that then leads to a particular behaviour in order to achieve a specific goal.  He 
further states that due to the importance of motivation in production, motivation 
theories were developed.  Chaudhuri (2010:149) thus identified three types of 
motivation theories: content theories which look at what motivate people-; process 
theories which look at how a particular behaviour originates, how to sustain or stop 
that behaviour and reinforcement theories which deals with reward and punishment 
(Chaudhuri, 2010:149). 
For the purposes of this study motivation will be defined as a behaviour that comes 
from within a person that leads to a particular action in order to achieve a particular 
goal.  
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Three theories will be utilized in this study.  They are a goal setting theory of Locke 
and Latham, Vroom’s expectancy theory as expanded by Porter and Lawler and 
organisational theory.  
 2.2.2 Goal Setting Theory 
To quote Nel (2008:346) “any idea that is not translated into specific goals will stay 
an idea; however, objectives and goals dictate our purpose and function”.  Edwin 
Locke (2006:265) in his Goal Setting theory reasons that individuals are motivated 
by working towards a specific goal.  Robbins (1996) as quoted by Swanepoel 
(2003:331) states that Locke argues that all things being equal (e.g. skills, abilities 
and resources) goal setting theory insinuates that the harder the goal the higher the 
performance. 
Miner (2006:160-178) illustrates goal setting theory by Locke and Latham as being in 
three phases. 
1. Phase 1 
The original research goal of Locke was meant to establish correlation between 
intended achievement levels with actual performance levels (Miner, 2006:160).  
According to Miner (2006:160) Locke hypothesised that when the levels of intended 
achievement are high they lead to higher performance levels. 
The hypothesis of Locke could be interpreted as meaning that if there are high goals 
set, performance improvement will be more evident that when there are no goals set.  
Miner (2006:162) further states that goals should be accepted for performance effect 
to take place and that goal difficulty should be within the accepted level. 
2. Phase 2 
In this phase Miner (2006:164) asserts that Locke insinuates that: 
I. Difficulty of the goal stimulates individuals to put more effort towards the task. 
II. Goals stimulate people to keep to their undertaking. 
III. People get focused to a significant behaviour when there are set goals. 
This phase also dealt with commitment to the goals.  However, one must note that 
although a level of importance is put into how goals are set; (e.g. assigned, 
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participatively set or self-set), there is no conclusive evidence that the way goals are 
set affect performance (Miner 2006:165). 
Additionally, when feedback is given about goal progress, goal setting leads to 
greater performance (Miner 2006:165).  People believe in working towards a known 
objective e.g. pack ten bags of potatoes an hour.  Swanepoel (2003:331) in 
concurrence with the above observes three factors associated with goal setting 
theory: 
I. Continuous feedback to employees about progress made towards achieving set 
goals.  This feedback shows differences between what has already been done 
and what needs to be done. 
II. There is no concrete research evidence to say that self-set goals lead to higher 
motivation therefore better performance than assigned goals.  However, he 
indicates that joint setting of goals between the individual and supervisor increase 
the possibility of goals being accepted and therefore employees getting 
committed. 
III. Commitment to goals is seen as a requirement.  Research concludes that when 
goals are made public commitment is likely to be available. 
3. Phase 3 
In phase three Chesney and Locke (1991) as cited in (Miner, 2006:169) link goal 
setting theory with organizational goals or business strategy.   
It can be argued that these phases relate goal setting theory to performance 
management system (PMS).  This is because goal setting theory deals with the 
improvement of performance at an individual to an organizational level.  
Performance Management System is also concerned with improving the individual 
performance in order to achieve the organizational objectives. 
In their article “New Directions in Goal Setting Theory” Locke and Latham (2006:265) 
note some mediators between goals and performance: 
I. Hard or difficult goals improve effort than easy or no goals. 
II. Goals bring focus to relevant action by ignoring irrelevant action. 
III. Goal influence on performance also depends on the availability of knowledge and 
skill for a specific task. 
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Locke and Latham (2006:266) also indicate advances in goal setting theory.  They 
confirm eight categories of studies that advanced goal setting theory: i.e. Goal 
Choice, Learning Goals, Framing, Affect, Group Goals, Goals and Traits, Macro-
Level Goals and Goals and Subconscious Priming.  These studies show a 
progression from the original research which concentrated only on intended 
performance level in relation to actual performance level to looking at other aspects 
that may play part in holding firm the goal setting theory. 
According to Miner (2006:163) the problem that was identified is that because tough 
goals are more difficult to reach, there should be a negative relationship between 
expectancy and performance.  A positive relationship between goal difficulty and 
performance is endorsed by goal setting theory.  In contrast expectancy theory 
indicates a positive relationship between self-efficacy/expectation of success and 
performance level.  This lead Locke and Latham to agree that goal setting theory is 
not in conflict with expectancy theory.    
2.2.3 Expectancy Theory 
The Expectancy theory of Vroom is grounded on a conviction that individual effort 
results in performance and that performance results in rewards which might be 
positive or negative.  If the reward is affirmative the employee will be more 
encouraged (Lindner, 1998:2).  Expectancy theory addresses process of behavioural 
choice.  It explains why people choose particular behaviour over the other.  Anon 
(2008:48-49) and Miner (2006:97) explain that expectancy theory argues that 
individuals have personal goals and expectations of achieving those goals which 
motivates them.  People make choices within a group of alternatives.  Anon 
(2008:49) further asserts that skills, knowledge, experience, capability and 
personality contribute to employee’s performance.        
Victor Vroom examines three factors of expectancy theory which are Valence, 
expectancy and Instrumentality (Miner, 2005:67-68).  
1. Valence 
It is stated that people have a particular satisfying feeling when they achieved an 
outcome which they deem good for them.  Valence is said to be associated with that 
feeling of achieving that particular outcome.  Valence is according to Vroom (2012:2) 
the value an individual places into a reward.  (Miner (2006:97) further states that 
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outcomes could be valence on their own or they may just be leading to other 
outcomes which may be the actual satisfaction that the individual need.  For example 
performing very well in a job may lead to promotion, promotion may be a first level 
outcome and the actual valence for an individual may be recognition by the society 
which is obtained through having a certain position.   
2. Expectancy 
Miner (2006:98) explains expectancy as the belief a person has that if he/she 
perform a task successfully he/she will achieve the desired outcome.  Vroom 
(2012:2) further asserts that it is based on an individual’s past experience, 
confidence and assumed difficulty of the task.  This expectancy according to 
Illumination (2008:48) talks to the power of belief an individual has about a possibility 
of reaching a particular job performance.  The stronger the belief the more chances 
an individual will work hard towards achieving that performance level.  Issues like 
relevant training assist in enforcing that belief. 
3. Instrumentality 
According to (Illumination, 2008:48) instrumentality is the belief that if an individual 
perform successfully a particular task he/she will achieve a desired reward.  The 
reward must be needed by the individual.  Rewards could be different things e.g. 
money, promotion, satisfaction of achievement.  Miner (2006:98) explains 
instrumentality as the belief that an individual if he performed the required action 
he/she will receive the valences expected.  
The main difference between expectancy and instrumentality is that expectancy 
refers to power of one’s belief that he/she has an ability to perform to a particular 
level.  This means an employee can perform successfully a particular task.  
Instrumentality is then the belief an employee has that if he performs to that 
particular level which is required he/she will receive the desired reward (illumination, 
2008:48). 
2.2.4 Criticisms against Expectancy Theory 
Vroom (2012:4) cited some scholars that criticized Vrooms expectancy theory like 
Porter and Lawler (1968), Graen (1969) Lawler (1971) and Lawler and Porter (1967).  
Their argument was that Vrooms theory is too simplistic (Vroom, 2012:4).  Lawler 
maintains that the simplicity of Vroom’s model can be deceptive in that it could make 
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people believe that if an employer makes reward, like promotion or increase in 
salary, employees will automatically increase their performance.  This according to 
Lawler is not always true as it depends on whether the employees value the reward.  
For example if promotion comes with relocation, an employee could see a possibly 
family dislocation and the reward will not be enticing to him/her (Vroom, 2012:4).  
Both Lawler and Porter did not reject the expectancy theory as a fallacy; however, 
they saw a need to improve it.     
1. Porter and Lawler Model 
Porter and Lawler takes the expectancy theory from the direction of Victor Vroom, 
however, they go a step further than linking motivation to performance (Miner, 
2005:68).  Miner (2005; 2006) examines variables that take the expectancy theory 
forward as mentioned by porter L and Lawler E.  They are:- 
I. Importance of Valence, how much does an employee need the reward? 
II. Effort Reward probability: a belief whether different rewards depend on different 
effort. 
III. Effort: the energy used to do a specific job. 
IV. Capability and qualities an individual has on long term. 
V. Role perception: how much effort one needs to perform the job effectively 
VI. Performance: how an individual succeed on small tasks that lead to the total job. 
VII. Rewards: are they what a person desire 
VIII. Perceived equitable rewards: what rewards do people consider as fair. 
IX. Satisfaction: do the rewards satisfy the desires of the person. 
Thus one sees a detailed improvement on Vroom’s theory.  If one looks at Porter 
and Lawler model one could see that for the expectancy theory to work, 
understanding employee’s needs is crucial. 
2.2.5 Organisational Theory 
Laegaard (2006:10) asserts that future organisations need to be able to adapt to the 
fast changing world.  The organisation must have information system that 
communicates results as feedback, e.g. customer satisfaction and accounting 
figures.  Laegaard (2006:10-11) further examines levels and perspectives in 
organisational theory.  There is a need for relationship and influence from society 
and other organisations.  The three levels that Laegaard deals with are; 
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I. Social psychological level which focuses on the individual and interpersonal 
relations. 
II. Structural level which focuses on the organisation in general with its different 
departments. 
III. Macro level which focuses on the organisation as a player in relation to other 
organisations and society. 
Laegaard (2006:73) refers to organisational theory as an open perspective theory.  
This accentuates the necessity for closer linkage between an organisation and its 
surroundings characterised by mutual dependence.  Scott as mentioned by 
Laegaard (2006:73) explains the organisation as “a system of mutual dependent 
activities that cables varying coalitions of participants.  The organisation depends on 
its surroundings environment, which has a fundamental influence on the 
organisation”.  Van Tonder (2006:14) alluded to the above statement by defining 
organisational theory as a set of related models and principles that intends to offer a 
conceivable explanation of, and for, the nature and function  of the organisation, and 
how the organisation impacts or is impacted on by its environment and the people 
with whom it interacts.  Both Laegaard (2006) and van Tonder (2006) highlight the 
need for the organisation to take into account the environment from which it is 
functioning.  A metaphor explanation by Van Tonder (2006:15) of the organisation, is 
equating an organisation to a machine.  Van Tonder states that if a power generating 
machine environment is suddenly exposed to changing conditions such as below 
freezing point temperatures, the machine might stop operating (Van Tonder, 
2006:15).  This means that the environment is important to the organisation.     
2.2.6 Relevance of Motivational Theories to Performance Management 
The purpose of performance management is to improve productivity in the work 
place.  Theory has shown that for employees to perform better they need to know 
what goals they are working towards.  Goal setting theory gives that direction to 
employers.  Currently, most employers set goal for the employees’ with-out taking 
into consideration what their employees feel or need.  Although the literature states 
that the research did not show significant impact in assigned goals and self-set goals 
but it does show enthusiasm by employees towards achieving jointly set goals.  
Therefore understanding goal setting theory could assist the employers. 
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Expectancy theory deals with the actual needs of individual employees. Where 
employers are of the view that as they are the ones who pay employees’ salaries 
and as such are responsible to direct expectations and neglect individual 
expectations of employees, there is bound to be problems.  Expectancy theory 
indicates that understanding individual employee’s expectancy by employers could 
assist them in modelling their performance management system.  Their reward 
system could be directly linked to the needs of their employees. 
Organisational theory indicates a need by the organisations to look and understand 
the needs of the society from which they operate.  This became more important in 
the public sector as the society is the tax payer who by implication pays the salary of 
public servants.  It becomes imperative therefore for the society to play part or be 
considered by the organisation as the relevant contributor to the success of the 
organisation.  
Thus for the purpose of this research, the researcher motivates that all three theories 
explained above, expectancy theory, goal setting theory and organisational theory 
will be relevant in this research.   
2.3 CONCEPTUAL FRAMEWORK 
This section will examine two main areas of performance, its management and its 
measurement.  The section begins with performance management and deals with its 
cycle which involves performance management and planning, performance 
measurement and evaluation, performance development and outcome of 
performance management process.  Performance Measurement will also be dealt 
with under this section.  Three types of performance measurement will be dealt with; 
Balanced Score Card, Stake Holder Analytical Framework and Viable System Model.  
Legislative framework related to performance management system and performance 
measurement system will also be dealt with.     
2.3.1 Performance Management   
According to Shaw and Atkinson (2006:174) the concept of performance 
management is based on the understanding that the success of the organisation can 
be obtained through a strategic and inclusive holistic approach which includes goal 
setting, performance appraisal and development  into one logical framework with 
intent to align individual performance goals with broader organisational objectives.    
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Shaw and Atkinson (2006:174) also indicate some principles underlying this concept: 
I. That it is linked to the organisational objectives and long term strategic goals; 
II. It is integrative because it does not only align individual and organisational 
objectives, it also connects different facets of human resource management such 
as organisational development, human resource development and employee 
reward; 
III. It promotes communication understanding between the employee and the 
manager as it is built on the agreement between these two people. 
Nel et.al (2008:493) concurs with the above authors by defining performance 
management as an inclusive approach and course of action towards successful 
management of individuals and groups to ensure that their shared objectives as well 
as organizational strategic objectives are achieved.  Nel et.al (2008:494) further 
states that performance management has a process.  Bennet and Minty (1999) as 
mentioned by Nel at el (2008:494) indicates that the purpose of the performance 
management process is three fold: 
I. It is a strategic plan execution process; 
II. It is used for changing culture; 
III. It gives input to other HR systems like HR development and remuneration. 
Nel at el (2008:494) divides the performance management process into four 
activities that overlap each other as per figure 2.1 below: 
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Figure 2.1 Performance Management Cycle  
 
 
Stredwick (2000:240) refers to the above model as stages of performance 
management.  He talks of four stages of performance management which are 
depicted as follows: 
Figure 2.2 Stages of Performance Management 
     
Stredwick (2000:240) talks of a need for corporate goals and value to be shared, that 
an objective of an individual and the organisation should always be aligned.  An 
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example of this alignment in terms of objectives for sales department will be that an 
organisational goal for sales will be £100 million consisting of defined product mix 
that gives profit.  This will then be divided into divisional targets then cascaded down 
to sales target of an individual of say £500 000. 
Lussier (1999:271-272) observes the connection between the organisation’s mission 
and objectives and the performance appraisal (PA1) process.  A feedback loop 
should exist between the organisational mission and objectives and performance 
agreements.  The employees need to be measured against the achievement of 
organisational goals (Lussier, 1999:272).   
Figure 2.3 Relationship between organisational objectives and Performance 
Appraisal  
 
 
 
 
 
 
 
Performance appraisal process by Stredwick shows a clear link between 
organisational strategic process and individual performance.  This shows that there 
is a connection between the organisational performance measurement and individual 
performance management.  
Shaw and Artkinson (2006:176) talk of performance management cycle which has 
three stages: 
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All these processes are more or less the same rational process with authors putting 
emphasis in different ways on different stages of the performance management 
process.  For the purpose of this research, the next section examines in detail critical 
imperatives of this process.  These are performance planning, performance 
measurement and evaluation, performance development (coaching and mentoring) 
and performance management outcomes. 
1. Performance Planning 
It is necessary for performance management process to be planned in order for it to 
produce expected results.  Planning includes deciding on the direction and defining 
of expectations.  The employer and the employee discuss the strategic objectives of 
the organisation and how to best achieve these objectives.  The employee objectives 
(expectancy theory) are discussed and aligned to the needs of the organisation (Nel 
et al, 2008:494).  It is at this stage that goals (goal setting theory) are set for the 
employee.  Shaw and Atkinson (2006:177) are of the view that it is Eurocentric for 
goals to be jointly set by the supervisor and the employee.  Culture is said to 
determine how goals are set.  For instance, in the United States of America the goals 
will mostly be assigned to an employee by an authority figure. This is also the case 
in China where culture dictates that authority should be respected (Shaw and 
Atkinson: 2006:177).  It is however, believed that jointly set goals are more effective 
and motivational than the allocated goals.  According to Nel et.al (2008:494) it is at 
this stage that the assessor and the assessing method are determined.  In the 
planning stage it should be explained who is going to assess and which assessment 
tools will be used for assessment.  Agreements are made at this stage as to how the 
employee will be measured and what evidence will be used for assessment as seen 
in Strendwick’s articulation of the stages.  This means that standards will be clearly 
set per each performance area.  Strendwick (2000:242) refers to this stage as 
establishment of performance agreement.  Strendwick (2000:240) states that at this 
stage organisational goal should be shared so that an individual performance 
agreement could be linked to that of the organisation.  Strendwick’s (2000:242) 
arguments concurs with Shaw and Atkinson (2006:177) that at this step of the 
process the measuring process should be dealt with and the measuring tool should 
be agreed upon.  Shaw and Atkinson (2000:177) further state that developmental 
plans of the individuals should be discussed at this stage.  This will assist the 
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supervisor in organising training, coaching and other ways of developing an 
individual.  At the end, an agreement document which will have all these key 
responsibilities, expected standard of performance, and the role of each person in 
achieving the expected goals is drafted and signed by both parties (Nel, 2008:495). 
2. Performance measurement and evaluation 
Strendwick (2000:243) suggest that for performance to be measured there is a need 
for standards to be developed.  This involves establishing targets.  The target could 
be quantified outputs and or improvement targets.  Level of competency of the 
individual should be taken into consideration when setting targets, the targets could 
then be set so that it is not very difficult to achieve while it is also not too easy to 
achieve.  Locke and Latham (2006:265) provided evidence that goal setting improve 
individual performance and that targets need to be stretched so that they can also be 
a motivators.   
The targets need to be set in a SMART way.  This means that they have to be 
specific.  The employee should know exactly what is it that is expected from 
him/her.  They should be so clear that there can be no dispute relating to 
understanding of the goal.  The targets should be measurable, it should be easy to 
say the goal was achieved or not achieved.  They should be achievable, this means 
that though the goals should not be easy but the competency of the incumbent 
should be such that he/she can stretch him/herself to be able with an effort to 
achieve the goals.  The goals need to be realistic so that the employee could 
believe that he/she can achieve them.  They should have time limits.  It must be 
clear when a particular target must be achieved (Strendwick, 2000:244).  
It is imperative for the employee to receive feedback about his work performance.  
According to Strendwick (2000:253-254) there are two methods of providing 
feedback to the employees; the traditional method in which the supervisor gives 
feedback to the employee in a one to one meeting situation and the employee to a 
lesser extent provide self-assessment.  The second method has developed in recent 
years is the Multi-rater appraisal.  In this form of appraisal feedback comes from a 
number of sources, including colleagues, subordinates, internal and external 
customers, and this information is fed back to the employee.  The organisational 
theory talks to this multi-rater appraisal system in which the environment from which 
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the organisation operates participate in giving feedback about the performance of the 
organisation.  Nel et al (2008:497) believes that the traditional method is a more 
favoured method as it is easy to use.  Nel (2008:497) also assert that the supervisor 
is a well-placed person to evaluate an employee as the supervisor is exposed to 
daily performance of the employee.  The disadvantage of this method is that it might 
be difficult for the supervisors to be honest as the supervisor might be influenced by 
relations he/she has with employees (Nel at el, 2008:497). 
This traditional approach is qualified in some organisations by allowing the higher 
level in the organisation to consider the results as a whole.  In the South African 
Police Service this is done through the counter signing of the assessment 
documents at the higher level.  E.g. a Chief work-study officer’s performance 
management is the responsibility of the Deputy Director work-study who is the 
immediate supervisor of the Chief work-study officer.  The Director who is the 
Provincial Head Organisational Development counter signs the Chief work-study 
officer’s performance management system evaluation. 
Nel (2008:496) is of the opinion that for measurement to take place effectively it 
depends on the assessor and the assessing system.  Nel (2008:496) also reasons 
that there should be a reasonable time for the assessor to observe the performance.  
The following assessors could therefore be utilised as sources of feedback: Peers, 
who can give a different perspective about the employee’s performance.  However, 
feedback from peers should be viewed with circumspection as possibility of 
friendship preference can twist the value of the information provided.   Subordinates 
can also be a source of feedback.  They understand the capabilities of the supervisor 
to delegate, communicate, plan etc.  However, subordinates feedback can also be 
influenced by relations with the supervisor.  If the relations are poor negative 
feedback can be given while if there are good relations the need to maintain relations 
could surpass the actual value of the evaluation.  Self-Appraisal is said to be more 
motivational to the employees as they see themselves as being involved in the 
Performance Management System.  The employees believe that they could also add 
value to the organisation especially if the system involved goal setting.   This method 
also has its own disadvantages such as one being soft to him/her.  Traditionally this 
feed-back is given to employees through scheduled one on one meeting between 
the assessor and the assessed person.  
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I. Interviews 
Strendwick (2000:254-258) observes that these interviews are conducted in 
scheduled times.  Usually once a year, however, most organisations noted the 
importance of the performance management system and decided to have the 
interviews more frequently.  The PMS interviews should be evaluative and 
developmental.  Developmental performance management is utilised for decision 
making and performance improvement strategies.  However, for administrative 
decisions such as salary increases, promotions, bonuses and transfers, evaluative 
performance management is utilised.  One can argue that developmental PMS is 
more concerned with future while evaluative PMS focuses on past performance 
(Lussier, 1999:271).    
Before interview the manager should talk to the employee about the employee’s 
performance.  He/she should be well trained on how to handle performance 
management interview and should be able to approach the interview in a way that is 
more problem -solving (Nel, 2008:503).  Strendwick (2000:257) suggest that both 
parties should complete part of the documentation.  The manager will deal with the 
employee performance as compared to the measures that were agreed upon; ratings 
are dealt with at this stage.  The employee comments as to how he or she feels 
about his performance based on the same measures the manager utilised.  The 
parties then suggest any developmental needs that were identified.  It is imperative 
for the manager after the interview to continuously communicate with the employee 
about his performance.  
 In some organisations one PMS is used for both developmental and evaluative 
purposes.  When both developmental and evaluative performance are conducted  
together, employees might be reluctant to admit that they have developmental needs 
as this can be interpreted as if they are not performing to the required standard.  This 
could make it difficult for employees to argue for salary increases or promotions.  It is 
better for the two types of interviews to be separated and the developmental 
interview to precede the evaluative interview.  This will make it possible for the 
manager to identify and implement training needs.  This will prevent an employee 
from blaming lack of development as cause for not achieving goals.  The traditional 
method as can been seen has its disadvantages.  If one source of feedback is 
accepted there is always a room for bias.   
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II. Multi-Rater Feedback: 
The second method mentioned by Strendwick (2000:259) is the 360 degree 
appraisal.  Some authors refer to this system as multi-rater.  Strendwick asserts that 
the multi-rater system assist managers who find it difficult to assess employees.  The 
data is collected from different sources which could include supervisors, 
subordinates, peers and customers etc.  This way the validity of the feedback 
information is improved.  It is said that consensus needs to be reached with regard to 
sources of feedback between the employee and whoever is given the task of 
managing the system.  This could lead to confidentiality being undermined.  This 
system also assist in preventing an argument in which the supervisor rate the 
employee as below average and giving reason for that, while the employee feels 
he/she performs well and the supervisor is just mentioning isolated incidents.  Nel 
et.al (2008:498) points out that the feedback is obtained from all around the 
employee.  This leads to employees being able to see a wider perspective of how 
they are regarded as performing from different sources including their peers, 
customers and suppliers. 
Shaw and Atkinson (2006:188) observe that the companies that utilise the multi-rater 
system utilise a questioner in which some skill, behaviours and abilities of the 
employee are measured in a rating scale.  Shaw and Atkinson (2006:188) further 
alluded to the fact that the multi-rater system was initially introduced for 
developmental evaluation and later it is also used for other HR activities such as 
promotions, salaries and downsizing purposes. 
Advantages of multi-rater system 
An advantage of the multi-rater system is that each employee receives an all-
inclusive view of how he/she performs.  It highlights how one’s performance affects 
the others (Nel, 2009:499).  According to Shaw and Atkinson (2006:189) it also gives 
a better view as to how the organisation and the people within the organisation are 
perceived with regard to effectiveness.  Strendwick (2000:263) concurs with Shaw 
and Atkinson in that the employees are more likely to change their action if the 
feedback is from different sources as they cannot dispute the findings.  Strendwick 
(2000:264) further argues that using multi source feedback indicates to employees 
how serious the organisation is regarding performance management.  The system 
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assists employees in drafting their developmental plans as it shows where the 
strength and weaknesses of the employee are.    
Disadvantages of the Multi-rater system 
The system is time consuming and costly.  One feedback source in big companies 
like the SAPS could end up with overload of feedback to supply.  Because the 
feedback sources come from different back grounds some might find it difficult to 
understand the contents of the questioner, especially those that relate to the 
employees’ achievement of their objectives.  This might lead to incorrect feedback 
(Strendwick, 2000:264).  In some countries and organisations with excessive power 
culture, the evaluation of seniors by juniors can be taboo and might lead to the rater 
being too soft to his superior.  According to Nel et.al (2008:499) managers do not 
respond sufficiently to the information obtained in the feedback.  Confidentiality 
cannot be guaranteed which leads to people not giving correct information.   
The thing that needs to be addressed in this system is how to implement it in big 
organisation at lower cost.  There is a need to look at whether less involvement of 
employees in deciding about the sources of feedback could damage the 
effectiveness of the system.  This could be done with a view of improving 
confidentiality of the system. Shaw and Atkinson (2006:189) cited De Nisi and 
Kruger (2000) suggestion that feedback should be followed by goal setting. 
The ideal of organisational theory that the organisation is linked to its environment is 
mostly relevant in the multi rater system as the society can be utilised as sources of 
feedback during the appraisal of employees.                                                                                                                                                                                                                                                                                                                                                                                                                                   
3 Performance Development 
In order for the set objectives to be achieved effectively it is paramount for the 
competency level of employees to be reflected upon.  The inclusion of competency 
framework in the performance management system assist in the identification of 
developmental needs and resources needed.  The supervisor plays an important 
part here by monitoring and revising performance expectations and objective (Shaw 
and Atkinson, 2006).  According to Lussier (1999:267) employers have to teach 
employees how to perform a task.  This is done through training and development.  
Lussier (1999:267) defines training as a method of attaining skills necessary to 
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perform a new job.  He then defines development as a constant teaching to increase 
skills for the current and forthcoming jobs.  As already discussed previously, there 
are two types of performance appraisal which are the developmental and evaluative 
appraisal Lussier (1999:267).  Developmental performance is utilised for decision 
making and plans for performance enhancements.  Evaluative performance 
management is utilised for administrative decision making which include rewards, 
transfers, promotions, demotions and termination of service.  In most cases both 
these systems are utilised together which makes it difficult for the manager to be 
both the mentor and the judge.  One can also not totally separate the two 
performance management systems as developmental performance is dependent on 
evaluative performance.  Lussier (1999:271) suggests that developmental and 
evaluative performance appraisal should be conducted separately.  A meeting for 
performance evaluation should precede the developmental performance 
management meeting.    
It is clear that for the employee to be expected to perform at a particular standard, a 
need to develop that employee exist.  This need must be identified in collaboration 
with the employee.   
4 Outcome of Performance Management Process 
Strendwick (2000:265) advocates two major outcomes that follow well-conceived 
performance management system: development and rewards.  They are discussed 
more in the subsequent sub-sections. 
I. Development 
There are two areas in which development applies in PMS.  One it is for purposes of 
career development.  This means that results of the PMS influence the decisions 
regarding whether one could be promoted or not.  Secondly development could deal 
with drawing of developmental plans to address the short comings that were 
identified through the PMS.  Foot and Hook (1996:235) endorse the issue of 
development by asserting that individual development plans should be considered 
for each employee.  They must include specific goals and how the managers can 
assist the employee to achieve those goals. 
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II. Rewards 
There are two types of rewards that can be linked to PMS; that is intrinsic (non-
financial) and extrinsic (financial rewards) (Shaw and Artkinson, 2006:179). 
Intrinsic rewards 
This reward is based on being recognised and acknowledged on good work 
performed this is a very strong form of reward in terms of motivating the employees.  
There is however, also negative rewards in that information that has been gathered 
through the PMS can be utilised for departmental steps relating to poor work 
performance and can also be used as retrenchment criteria (Strendwick, 2000:265). 
According to A Shaw and Artkinson (2006:179) a developmental PMS is mostly 
going to be more relevant to intrinsic rewards.  The employees have the 
opportunities to explore their developmental needs and also obtain information 
regarding career opportunities.  It is certain that during the assessment good 
performance will be appraised which will boast employee morale. 
Extrinsic rewards 
Foot and Hook (1996:214) note that the annual appraisal is utilised to reward with 
pay those who performed well.  According to Artkinson and Shaw (2006:176-180) 
performance management is goal driven and it utilises abilities and objectives, 
rewards are then linked to the achievement of those objectives.  The expectancy 
theory of Lawler and Porter suggest that people get motivated when they know that 
they will be rewarded if the objectives are met.  The financial rewards, however, 
causes a problem when one has to deal with developmental issues.  Employees are 
most likely to be defensive and not willing to accept that they have developmental 
gaps if they know that could affect their pay. 
2.3.2 Performance Measurement   
Ukko et.al (2007:39) describes the purpose of performance measurement as that of 
delivering dependable data to support management in decision making and it 
focuses on strategic purpose and monitoring of organisational long term objectives. 
Merchant and Van der Stede as cited by Lee and Yang (2011:84) asserts that a 
performance measurement systems (PMS1) role is to allocate responsibilities and 
decisions rights, setting of performance targets and rewarding outcome.  In a study 
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conducted by Martinez cited in Ukko et.al (2007:41) it was revealed that employees 
attention is directed to vital issues of the company.  It was further asserted that 
Performance Measurement System aligns operational performance with strategic 
objectives and improves employee satisfaction.  
Bourne and Neely (2003:3) assert that performance measurement is a topic that is 
frequently discussed but seldom defined.  They went further to give suggested 
definition for Performance Measurement, Performance Measure and Performance 
Measurement System: 
I. They explain Performance Measurement as a method of quantifying the 
efficiency and effectiveness of action. 
II. A Performance Measure is then explained as a metric to quantify the efficiency 
and or effectiveness of action. 
III. A Performance Measurement system is explained as the set of metrics used to 
measure both the efficiency and effectiveness of actions. 
Although the above explanation could be said to be the exact definition of 
performance measurement, according to Bourne and Neely (2003:3) it does not 
express what is currently interpreted by literature as performance measurement.  
Mostly literature defines performance measurement as an assessment of impact of 
actions on the stakeholders of the organisation whose performance is being 
measured.  This could be said to be measuring the efficiency and effectiveness of 
action in measuring the organisational performance on customer satisfaction.  This 
however, could not be the case in measuring the impact on employee’s satisfaction 
and local community satisfaction (Bourne and Neely, 2003:3).   
Bititci et al, (1997:1) asserts that Performance Measurement System is an 
information system which is part of the Performance management system that plays 
a pivotal role in the effectiveness and efficiency of the Performance Management 
system.  Two critical elements of the performance measurement system identified by 
research are integrity and deployment.  
The South African Police Service, Training Division (2010:3) concludes that the 
performance measurement system involves the systematic collecting, analysis and 
reporting of data on the efficiency and effectiveness of the Organisation. 
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As Performance Management derives its objectives from the Organisation Strategic 
Planning, Performance Measurement System integrate relevant information from 
relevant systems.  To be effective the Performance Measurement System should 
consider the strategic and environmental factors of the organisation, it should also 
take into account the organisational structure, the processes, functions and cause–
effect relationships. 
The overall definition given by Bourne and Neely (2003:3) explain performance 
measurement as a method of quantifying the efficiency and effectiveness of action.  
A Performance Measure is then explained as a metric to quantify the efficiency and 
or effectiveness of action.  A Performance Measurement system is explained as the 
set of metrics used to measure both the efficiency and effectiveness of actions. 
For the purpose of this research performance management system will refer to the 
performance management and assessment of individual or group of people and 
performance measurement will refer to the measurement and assessment of the 
organisation/ organisational measurement.  With this in mind, the subsequent 
sections examine some performance measurement tools available to organisations.  
1 Balanced Score Card 
According to Kaplan and Norton as cited in Ukko et.al (2007:41-42) the Balanced 
Score Card (BSC) was introduced to assist managers in managing accounting, 
decision making and management as a whole.  The intention of the BSC was to 
translate strategy into measures and into practical actions.  The BSC was created as 
a structural frame work of the Performance Management System.   
The BSC has four areas: 
I. Financial Perspective: It deals with the outcomes of the business.  Measures 
such as revenue growth, profit return of investment and economic value-added 
are regarded as the financial measures.  This is where the interest of 
shareholders is attended. 
II. Customer Perspective: it gives attention to the needs of customers.  Satisfaction 
of customers, keeping customer base and share of market are the measures of 
customer perspective.  The main aim of this area is to keep customers for the 
business development. 
30 
 
III. Internal Processes Perspective: It gives attention to activities that will bring about 
the customer satisfaction, therefore generating financial gain for the business.  
These include quality, responsiveness, costs and new products as required by 
customers. 
IV. Learning and Growth Perspective: It concentrates on development of personnel 
and infrastructure of the business.  Its measures are mostly skills development, 
Information systems availability and satisfaction of employees. 
Lee and Yang (2011:86) indicate that the simplest form of Performance 
Measurement System is one that uses financial and non-financial measures.  Lee 
and Yang (2011:86) however, call for novel Performance Measurement Systems that 
will integrate financial and non-financial measures, illuminate cause and effect 
relationship between the various measures and convey connection between 
Performance Measurement System and other dynamics such as strategy and 
reward.   
Lee and Yang (2011:86) believe that the BSC of Kaplan and Norton is the closest to 
an innovation in Performance Measurement Systems.  In the BSC according to 
Speckbacher et.al (2003) as cited in Lee and Yang (2011:86) three innovative types 
of Performance Measurement System were identified: 
I. The Minimum-standard PMS1: is defined as the style that puts together the 
financial and non-financial measures in the four BSC areas.  It mostly gives 
attention to the allocation of resources, evaluate and communicate advancement 
towards accomplishing of organisational strategic objectives and measure 
performance of management. 
II. The cause and effect PMS1: It uses cause and effect relationship to describe 
strategies and measures.  It also looks at financial and non-financial measures.  
When achievement of financial and non-financial measures is linked to reward for 
managers, the cause and effect relationship is that managers will be encouraged 
to work towards achieving strategic goals. 
III. The fully developed PMS1: It outlines objectives, outcomes and link incentives 
with PMS1 there by implementing the business strategy.  It also incorporates 
cause and effect relationship and performance measures amid the measures and 
strategies. 
The BSC as described above can be a spring board upon which a proper 
Performance Measurement System can be developed.  It could be good as a 
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method for both private and public sectors.  However, the customer perspective will 
need to be redefined for public service purposes.  Currently the customer is regarded 
as one of the stake holders looking for services from the business thus bringing 
profit.  The customer is not seen as a shareholder from and around whom the 
strategy must evolve and revolve respectively.  Hence the argument by Bourne and 
Neely (2003:3) that customer satisfaction may not necessarily mean local community 
satisfaction, which is critical for the purposes of this study; however, to examine this 
closely the next section examines this perspective. 
2 Stake holder analytical framework 
The assertion by Li and Tang (2009:194) that Performance Measurement Models 
developed in Western countries are based on the objectives and strategy of the 
organisation is a starting point here.  Objectives and strategies are presumed to be 
clearly stated and have identifiable Critical Performance Variables.  This assumption 
might not be correct due to complex environmental factors.  The Stake Holder 
analytical framework was developed to address short comings that may prevail in 
these performance measurement models. 
The basis of Performance measurement system in this framework starts with stake 
holder analysis and tries to identify the forces of influence behind the objectives and 
strategy and also relevant critical variables.  The gap between the company’s 
objective and strategy, and the environment from which it operates can be closed 
through the use of stakeholder analytical framework.   Freeman and Mcvea 
(2001:10) highlight the fact that stakeholder theory is about management of the 
business environment, rapport and advancement of common interest.  They further 
assert that managers need to understand concerns of shareholders, employees, 
customers, suppliers, lenders and society in order to establish objectives that 
stakeholders will support.  According to Jensen (2001) cited in Li and Tang 
(2009:196) the objectives of the company should represent shareholder’s need.  
However, the non-owner stakeholders have power over achievement of these 
objectives.  Therefore, in order to achieve the objectives managers should enlist 
support of all stakeholders.  If an organisations objectives and strategy is to be 
understood there is a need to take into consideration the complex nature of the 
external as well as internal environment.  A complete analysis of stakeholders’ hopes 
32 
 
and contributions could contribute in providing a clearer picture of the powers that 
sway objectives and strategy and assist to identify the critical performance variable.   
Considering the stakeholder approach in public service institutions where the critical 
performance variable is not profit, one has to carefully analyse stakeholders from the 
stand point of the local community.  Hence where government views the community 
as a critical shareholder, government authorities ought not to independently define 
objectives and strategy of the institutions.  Communities at local level need to have a 
say in determining the objectives and strategy of the institution.  This is currently not 
the case with the SAPS as it is a National competence, and local and provincial 
governments are not given a space to play a role as shareholder stakeholder while 
they represent the communities being served.  The strategic plan of the SAPS is 
compiled at national level.  The provincial and local police stations align their 
performance plan (operational plan) with the national strategic plan.  This is what led 
to the Western Cape provincial government introducing community safety bill in the 
provincial legislature in order to deal with safety issues in the province.  The bill 
included evaluating the performance of police station within the province.   
This bill was criticised and challenged by the National Minister of police as he saw it 
as an intention by a provincial government to intervene in the national policing space 
(Bruce, 2012:1).  
It is clear from the above discussion that stakeholder analysis approach leads to 
stakeholder participation in the development of objectives and strategy, which leads 
to the formulation of critical performance variables, from which performance 
measures are developed.  Organisational theory asserts the view that the 
organisation should take cognisance of the environment from which it operates.  
Stakeholder Analytical Framework is a performance measurement system that 
alludes to this ideal.    
3 Viable System Model (VSM) 
It is imperative for a performance measurement system to be computerised.  This 
assists in data gathering, collating and analysis.  A research conducted at the 
University of Strathclyde show two important factors in performance measurement 
system; 
I. Integrity of the system  
II. Deployment 
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i. Integrity of the System  
The ability of the Performance Measurement System to integrate different areas of 
the business is referred to as Integrity.  An Organisation that wants to ensure 
integrity of system has to use a particular framework for assessing integrity of the 
system.   The Viable System Model as a framework for assessing integrity of system 
was singled out by several authors (Beer 1979, Blenkinsop 1993, Kovacheva 2004 
and Bititci et al 1997).  It is an idea of the VSM that for any system to be viable it has 
to have five sub systems which are named system 1, system 2, system 3, system 4 
and system 5. 
System 1: deals with the core business producing units.  In the SAPS it could be 
Crime Prevention, Complaints attendance and Detective Services.  System 1 
measures objectively individual business units. The monitoring of these Business 
units need to be constant to make certain they work correctly.  Real time software 
needs to be utilised.  The systems that keep daily operation of Business units and 
store this information are linked to this system.  An example in the SAPS is Crime 
Administration system (CAS) in which all reported crimes are entered by Community 
Service Centre Personnel, the progress of each case is updated in the CAS by the 
Detective Service personnel and the reaction time to complaints is also entered and 
managed in the CAS.  System1 Keep this information from different departments on 
a Data Base. 
System 2: This system manages activities of the Business units in system1.  This 
system contains a software that refines the Information gathered from system one to 
avoid any conflict.  In terms of specific rules the information is analysed, compared 
and managed by a conflict resolution and stability preserving expert system.  The 
information is then organised in information stores.  In this SAPS this system is 
called the SAP 6.  Although it is linked to the CAS system, it is the system that store 
data in information stores in which it is analysed, compared and managed.   
System 3: This system is the management system in charge of the performance of 
the department’s processes and activities in line with the needs of higher systems.  It 
is responsible for setting targets and priorities for system 1 and 2.  System 3 collects 
and integrates data from different operational units systems and keeps it in a 
common store known as data warehouse.  In the SAPS the different operational 
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units systems could be the Crime Administration system (CAS) in which crime is 
reported, Geographic Information System (GIS) in which crime areas and trends are 
plotted, Provisioning Administration System (PAS) which store data on resources 
and PERSAP which stores data on human resources.  The data is then improved for 
purposes of scrutiny and decision making.  To access data in the warehouse and 
discover hidden information in them different tools are utilised. 
System 4: System 4 is developmental in nature and it focuses on external 
environment.  This system therefor requires internal and external data in order to 
develop strategies.  The adaptation of the organisation is the responsibility of this 
system.  The system hence it focuses externally, it identifies improvement gaps that 
are necessary.  It uses performance measures that are externally motivated and it 
also compares with external competitors.  The Gaps identified are prioritised in terms 
of corporate and strategic objective set by higher level system.   
System 5  
Bititci (1997:6) refers to this system as the Boss.  It is in this system that strategic  
direction and objectives of the organisation are set.  In terms of performance  
measurement system, System 5 determine the top level priorities and targets, as  
identified by gaps shown in System 4 and transform them into business objectives 
and priorities.  Kovacheva (2004:337) compares system five with human brain.  It 
has the responsibility for developing policy, set of goals, authority and identity. 
ii. Deployment 
Deployment refers to the setting out, throughout the organisation’s hierarchical 
structure of business objectives and policies.  It is consistent through the hierarchy of  
the organisation.  It is correct and relevant in relation to impact and influence of  
processes, functions and activities.   
These three models of performance measurement systems above, (Balanced Score  
Card, Stakeholder Analytical Approach and Viable System Model), have their short  
comings and advantages.  The Balanced Score Card forms a basis for most  
performance measurement systems.  It, however, does not sufficiently deal with  
stakeholder’s analysis.  The public service environment needs a different definition  
for stake-holders.  In other words one has to look at whether the public is the 
customer which is a non-owner stake-holder or whether the public is a shareholder.  
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The Stakeholder Analytical Approach is more favourable to public service though 
there is a need to clearly define stakeholders.   
In the VSM system 5, information will be effective if derived from the Stakeholder  
Analytical Approach.  This will mean that the objectives and strategy are formed from  
all stakeholders’ perspective, therefore the critical performance variables are 
informed by stake-holders in this case the community. 
2.3.3  Legislative Framework for Performance Management  
The Constitution of the Republic, Act 108 OF 1996 stipulates values and principles to 
govern public administration.  It requires public administration to be governed by 
democratic values enshrined in the Constitution, including the principles below; 
I. High standard of professional ethics must be promoted and maintained. 
II. Efficient, economic and effective use of resources must be promoted. 
III. Public administration must be developmental oriented. 
IV. Services must be provided impartially, fairly, equitably and without bias. 
V. People’s needs must be responded to and the public must be encouraged to 
participate in policy development. 
VI. Public administration must be accountable. 
VII. Transparency must be fostered by providing public with timely, accessibly and 
accurate information.   
VIII. Good Human Resource management and career-development practices, to 
maximize human potential, must be cultivated. 
To operationalise the above section of the constitution the Parliament enacted the 
Public Service Act, act 103 of 1994.  Section 41 of the Act requires of the Minister of 
Public service and administration to make regulation regarding the functioning of the 
departments.  Public Service Regulation, 2001 were then proclaimed.   
Chapter 4 (iii) of the SMS hand book (2008) directs that the executive authority must 
give directives on performance management and development for the Senior 
Management Services members (SMS) while in chapter 3 (viii) of the Public service 
regulations, 2001 directs that performance management and development of 
members other than SMS members must also be developed by the executive 
authority.  The purpose of these regulations is to ensure that public service 
employees fulfil their function which is to deliver service to the people. 
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South African Police Act 68 of 1995 chapter 5 section 11(2) (a) prescribe for the 
National Commissioner to develop a police plan before the end of the financial year 
setting out priorities and objectives of policing for the following financial year.  
National Instruction 1/2005 was formulated in order to regulate performance of 
individuals on salary level 1-12 in order to support the achievement of police 
priorities and objectives. 
Public Service Coordinating Bargaining Council (PSCBC) resolution No13 of 1998 
deals with the signing of performance agreements by HOD’s and senior 
management (level 13-16).  The resolutions also prescribe items that must be 
included in the Performance Agreement. 
Treasury Regulations 2001 prescribe that the departments must comply with its 
regulation regarding strategic planning and budgeting. 
White Paper on Transformation of Public Service (Batho Pele) 2001: Batho Pele is a 
deliberate strategy to instil culture of accountability, and caring by public servants.  It 
sends a strong message of government’s commitment to a citizen centred approach 
to service delivery anchored by eight Batho Pele principles: Consultation, Service 
Standard, Access, Courtesy, Information, Openness and Transparency, redress and 
Value for money (Department of Safety and Security, 1998).  
2.4 PERFORMANCE MANAGEMENT AND MEASUREMENT APPLICATION IN 
PRACTICE 
This section will deal with the application of both performance management system 
(PMS) and performance measurement system (PMS1).  Performance management 
system as applied in the South African Public Sector will be discussed.  The SAPS 
application of performance management system will be dealt with in detail.  Other 
police agencies performance management system will be illustrated and comparison 
between these police agencies and SAPS will be done.  The discussion of 
performance measurement system will be approached in the same manner as the 
discussion of performance management. 
2.4.1 Performance Management in the Public Service 
Performance Management in the South African Public Service is regulated by the 
Public Service Regulation (PSR) of 2001.  According to these regulations Chapter 1, 
paragraph B.1 of part VIII, the Executive Authority should provide for a performance 
management system and development for members other than the senior 
management services (SMS) members.  This implies that Minister of the Department 
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of Public Service and Administration (DPSA) should determine the system of 
performance management for members of the SMS (DPSA, 2006, PSR, 2001).  This 
section examines provisions for performance management from two groups of 
employees: the SMS and other service members. 
1. Senior Management Services performance management 
Paragraph A part III of the PSR (2001), asserts that SMS members performance 
shall be managed through Performance Agreements (PA), that must be linked to the 
strategic plan of the department.  According to paragraph B new members of the 
SMS shall enter into the PA, which will explain key responsibilities and priorities, 
inspire improved communication and assist the supervisor to evaluate the work of 
the SMS member.  The Public Service Coordinating Bargaining Council resolution 
No 13 of 1998 (PSCBC, 1998:10) prescribes five issues that must be included in the 
PA: 
I. Key duties and responsibilities 
II. Output targets for the PA period 
III. Dates and performance review 
IV. Dispute resolution mechanism 
V. Date on which salary increments will come into effect and mechanism for the 
management or awarding of salary increases. 
SMS handbook prescribes that all members of SMS shall enter into the PA on the 
first month of the financial cycle.  The PA shall apply for that particular financial year.  
A new appointee shall sign a performance agreement with in first three months of 
his/her appointment.  The PA can be used as evidence to support termination of 
service based on incapacity.   
According to the Handbook the member of the SMS performance should be verbally 
assessed quarterly if the member performs satisfactory, with a minimum of two 
formal assessments conducted in the middle of the financial cycle and the other 
towards the end of the financial cycle.  As the South African Public Service financial 
cycle starts in April and ends in March of the following year, the middle of the cycle is 
September while the end of the cycle is in March.  In the South African Public 
Service these formal assessment are conducted a month after the middle of the 
cycle, that is in October and a month after the end of the cycle which is April.  These 
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periods are also used in the review of departmental strategic plan and can therefor 
enable a linkage of performance management review to strategic planning review. 
The criteria for assessment of the SMS member is based on two components which 
are available in each PA, that is Key Result Areas (KRA) which is responsible for 
80% of the assessment and Core Management Criteria (CMC) which is responsible 
for 20% of the total assessment. 
i. Key Result Areas (KRA): Based in the SMS handbook: 
 KRA clarifies that which is expected from the SMS member 
 They explain activities that are important to achieving intended results, strategic 
objectives and priorities. 
 KRA should be given weight in order of their importance in terms of achieving 
departmental objectives.  In the SAPS reduction of serious crime will be given 
more weight that maintenance of discipline. 
ii. Core Management Criteria (CMC): According to the SMS handbook on 
performance management: 
 These are the elements of information, ability, characteristics or work activity 
undertaken that are directly related to effective performance in a job. 
 There CMCs include the following: strategic capability and leadership, 
programme and project management, financial management, change 
management, knowledge management, service delivery innovation, problem 
solving, people management and empowerment, client orientation and customer 
focus, communication and honesty and integrity. 
 The CMCs could be utilised to formulate desired performance standards in PA. 
 The CMCs are built-in to the Performance Management and Development 
System (PMDS) in order to cultivate good management practise. 
 The CMCs compliment key result areas of the job. 
The performance management of the senior management services are therefore 
managed through the implementation of the handbook.  However the management 
of other members of the public service other that the members of SMS are 
determined by the Executive Authority of that Department (PSR, 2001). 
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2. Performance management for other public service members 
Part VIII (B) of the Public Service Regulations; stipulate that the Executive Authority 
(EA) will for each employee other than the members of the SMS choose in writing: 
I. The performance cycle in which the employees will be assessed; 
II. An annual date for assessment of performance 
III. The supervisor who will supervise and assess the employee.  
The employee’s performance will be monitored regularly by the supervisor and 
feedback will be given to the employee regarding his/her performance at least four 
times a year.  This could be done orally if the performance of the employee is 
satisfactory, in writing if the performance is unsatisfactory.  The assessment needs 
to be done in writing during the formal assessment date. 
Different assessment instruments can be developed by the Executive Authority for 
different occupational categories or level of work, however, when assessing an 
individual a single assessment tool will be utilised for purposes of decision making 
regarding probation, rewards, promotion and skills development of that employee. 
The supervisor shall notify the employee in writing about the results of assessment.  
This will include reasons if the employee’s performance is unsatisfactory.   
If there are sufficient funds in the department’s budget and Medium Term 
Expenditure Framework, the Head of Department (HOD) may institute a financial 
incentive scheme for employees or a category of employees.  The HOD shall in 
writing determine the rules and control measures of such a scheme and 
communicate these adequately.      
2.4.2 Performance Management in the South African Police Service (SAPS) 
The SAPS has a vision of creating a safe and secure environment for all people in 
South Africa.  The SAPS strategic plan 2010-2014 specifies the mission of the police 
as follows: 
I. “Prevent and combat anything that may threaten the safety and security of any 
community; 
II. Investigate all crimes that threaten the safety and security of any community; 
III. Ensure offenders are brought to justice; 
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IV. Participate in endeavours to address the root causes of crime” (South African 
Police Service 2, 2010:1). 
1. Performance Management SMS members 
The SMS handbook (2006) gives directives on performance management and 
development for the SMS members.  The handbook regulates that the SMS 
members sign performance agreement (PA).  In the South African Police Service, 
Senior Managers sign the performance agreement with their immediate supervisors 
(copy attached as annexure “A”).  The performance agreement will include the Key 
Result Areas (KRA) which is referred to in the SAPS as Key Performance Areas 
(KPA) of the incumbent of the posts which are linked to the strategic plan of the 
service.  The Station Commanders and the other people working at the police 
stations have very clear KPA’s because they deal directly with the core business of 
the Police Service.  The core business of the police service is to fight crime, 
therefore, KPA’s of the Station Commanders and other police station members 
concentrate on the reduction of crime, efficient attendance to complaints and 
improved detection of crime. 
 
It is important that in examining performance management in the SAPS a clear 
understanding of the weighting of crime as a key performance area (KPA) is clarified.  
Crime is differentiated into two, serious crimes and less serious crimes.  The serious 
crimes which are also referred to as priority crimes are further divided and weighted 
differently.  There are contact crimes e.g. murder, assault with intent to do grievous 
bodily harm (GBH) armed robbery e.t.c.  These crimes carry more weight on the 
assessment of the individual.  Then there are property crimes such as house 
breaking, stock theft, and theft of motor vehicle e.t.c which carry less weight than 
contact crimes though they are also priority crimes.  There are also crimes 
dependent on police action for detection (CDPD), i.e. illegal possession of firearms, 
drug related offences and driving under the influence of alcohol.  These crimes carry 
less weight and the increase in reporting of these crimes is encouraged as it is 
believed that most serious crimes emanate from these crimes, therefore the arrest of 
offenders for the CDPD will prevent the occurrence of the most serious crimes 
(South African Police Service, 2012:22-23). 
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The less serious crimes are the crimes such as drunk and disorderly and are not 
regarded as priority.  Performance agreements of the senior managers contain 
KPA’s which deal with the reduction or increase of these crimes as indicated in both 
the Annual Performance Plan and the strategic plan of the provincial SAPS.  Core 
Management Criteria is also measured for each SMS member as indicated in 
paragraph 2.3.1.5.  
2. Performance Management of SAPS members other than SMS members 
The Public Service Regulation, (PSR, 2001) part VIII section B (1) stipulates that an 
Executive Authority of the department shall determine system of performance 
management and development for employees in his/her department other than 
employees on SMS level (DPSA, 2001).  Part VIII C1 of the PSR, 2001 asserts that 
the Executive Authority may establish separate performance assessment instrument 
for different employment classifications or levels of work.  However when assessing 
an individual employee a single assessment instrument shall be used for purposes of 
probation, rewards, promotions and skills development of employees (DPSA, 2001).   
National Instruction 1/2005 (NI 1/2005, 2005) is the implementation of this PSR, 
2001 directorate by the Minister of Public Service and Administration to the Minister 
of Police.  This instruction deals with the performance management of SAPS 
members other than SMS members.  SAPS National Instruction 1/2005 (South 
African Police Service 1, 2005:3) introduced an instrument called SAPS 557 and is 
used as a standard assessment tool for SAPS members who are not part of the SMS 
(copy attached as annexure “B”).  The SAPS 557 instrument is a document in which 
assessment, performance, competencies and developmental needs of the employee 
are recorded and agreed upon by the employee and his/her supervisor.  Specific 
roles and responsibilities are discussed and recorded.   
The document is commonly referred to as Performance Enhancement Plan (PEP) 
(South African Police Service 1, 2005).  The PEP cycle consist of three phases:   
Table 2.1 Performance Management Cycle (South African Police Service 1, 
2005:2) 
Activity Time-Lines 
Phase1 
Planning: Agreeing on expected tasks, 
output and developmental needs 
April to July current cycle. 
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Phase 2  
First Verbal review (April-June) July to August Current cycle 
First Written Performance Appraisal 
(April-September) 
October to January Current Cycle 
Phase 3 
Second Verbal review (October-
December) 
January to February Current Cycle 
Second Written Performance Appraisal 
(October-March) 
 
April to July of the following PEP cycle 
 
Phase 1 which is the planning phase deals with the discussions between the 
employee and the supervisor about the output which is expected to be delivered by 
the employee during the PEP cycle.  In this phase, Key Performance Areas (KPA), 
tasks and output by the employee are discussed and agreed upon based on the 
employee’s job description.  The agreement relates to functions such as how many 
patrols to a hot spot an individual should do per shift or per month, number of visits 
to legal and illegal shebeens per shift, a number of road blocks to be conducted per 
month and number of dockets to be opened per day.  Records or evidential material 
to be used during the assessment are agreed in this phase.  In determining output 
standards, quantity should be used to determine what will be measured in terms of 
number.  Quality should be utilised to describe how well the task should be 
performed based on regulations and standing orders of the SAPS.  Time is used to 
explain the period of time within which the task must be completed.  Cost efficiency 
is to be used to determine effective use of resources.  It is also in this phase that the 
developmental needs of the employees to effectively perform the agreed tasks are 
discussed.  The supervisor should indicate how the developmental needs will be 
addressed.  The employee performance is measured based on the agreed output 
during the planning phase.  The performance of the employee is measured using a 
rating scale of 1-5.  One representing poor performance, two representing 
unsatisfactory performance, three performance which is satisfactory, four good 
performance and five excellent performance.  This rating scale is explained to the 
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employee during this planning phase.  This phase must be completed between April 
and July. 
 
Phase 2 is the conducting of first written performance appraisal.  It should be 
conducted between October and January.  It measures the employee’s performance 
for the period 1st April to 30th September.  The performance rating scale is used to 
determine the performance standard of the employee.  In this stage the employee 
first rates his/her performance.  The supervisor then rates the employee, there after 
both the employee and the supervisor agree on the final rating.  If there is 
disagreement about the final rating the employee could forward the disagreement 
using a disagreement form provided, to his/her Supervisor.  The Supervisor must 
forward the disagreement form within three days to the Counter signing officer who 
must make a decision on the disagreement and inform both the employee and the 
supervisor within 10 working days after receipt of disagreement form.   
 
Phase 3 deals with second written performance appraisal.  It measures the period 1st 
October to 31st March.  Phase three should be conducted between April and July of 
the following year.  During this phase annual performance rating of the employee is 
determined.  If there is disagreement on the ratings the disagreement procedure 
mentioned above is then followed. 
 
The Public Service Regulation (PSR, 2001 B(4)), instructs the supervisor to monitor 
continuously the performance of an employee at least four times a year, verbally if 
the employee performs satisfactory and in writing if the employee does not perform 
satisfactorily.  It should be noted that a verbal assessment is different from the 
mandatory written appraisal that occurs twice in an assessment cycle (see table 2.1 
above).  The South African Police Service conducts two verbal assessments per 
assessment cycle.  One is done in the end of the first quarter of the assessment 
cycle in which case it is the period 1st April to 30th June.  This verbal assessment is 
done in July.  Second verbal assessment is conducted in the third quarter of the 
assessment cycle before the second written appraisal.  This is the period 1st October 
to 31st December.  Although this is called verbal assessment it is recorded on the 
SAPS 557 assessment instrument that it has been done.  Verbal assessment 
indicates only whether the employee performed unsatisfactory, satisfactory or good. 
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1. Performance management evidence instruments for visible policing and 
detective members in a police station  
The SAPS uses templates as evidence to determine performance of visible policing 
(vispol) members and detective members in the police station.  These templates are 
numbered differently e.g. VIS 1(a) for vispol or DET 1(b) for detective e.t.c.  The 
vispol templates deal with the production of vispol members e.g. VIS 1(g) is the 
Community Service Centre (CSC) production sheet (copy attached as Annexure 
“C”).  Each member in the CSC is expected to complete this form.  This form needs 
information like how many dockets the individual has opened, how many complaints 
he/she has attended during his/her shift.  The individual forms of the members are 
then used to complete the form of the Shift Commander.  This form will reveal 
activities of that particular shift.  The forms of different Shift Commanders populate 
the form of the Station Commander and this indicates activities at the police station 
(SAPS1, 2009). 
Detective templates are completed by inspecting officers to indicate that dockets 
were inspected and are in compliance with regulations.  The Detective Commander 
also completes detective’s templates to indicate that he has verified the inspections.  
Customer satisfaction templates for feedback by the detective to the clients are 
completed by the SC (SAPS2, 2009).  These templates are utilised as evidence 
during the assessment of individuals (copy attached as annexure “D”).  The 
customer satisfaction survey acts as a multi-rater system of performance 
management for the Detective Commanders and Station Commanders. 
2. Performance management instruments for Station Commanders (SC) 
The Station Commanders (SC) who are not members of the SMS however, do not 
utilise the SAPS 557 assessment instrument for their assessment.  The National 
Commissioner of the SAPS decided that the Station Commanders (Managers of 
Police Stations) as the people who are in charge of the core business of the SAPS 
shall use performance agreements as used by SMS members (see annexure ‘A”).  
The performance agreement contains information that links directly with the SAPS 
strategic plan as indicated in the section of SMS members above.  The assessment 
of SC uses different rating scales with a two point scale used to determine 
compliance with certain policy directives.  Yes will indicate compliance and No 
indicating noncompliance.  For instance a Station Commander will be assessed on 
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whether he/she has Community Police Forum (CPF) in his/her police station active?  
Minutes of meeting as prescribed by SAPS directives will be utilised to determine 
this. 
A five point scale to measure effectiveness in the fight against crime is utilised with 
one meaning poor performance and five meaning excellent performance (SAPS 4, 
2010).  A performance chart (PC) individual assessment screen is used to assess 
reported crime, reaction time to complaints and detective effectiveness.  A 
performance chart is a computerised system to measure organisational effectiveness 
based on organisational strategic plan (see attached individual assessment as 
Annexure “E”).  Ideally the SC’s rating is expected to tally with that of the 
performance chart.  If the performance chart gives the police station a rating of 3 in 
reaction time to serious crimes in progress, the SC is expected to be rated 3 in that 
dimension.  This is however, not always the case as there is a space to rate 
differently if it could be properly motivated.  An example is where the SC is new in 
the post and the rated period was not fully managed by him. 
The SC is also rated in terms of competence e.g. planning and organising, decision 
making etc.  A two rating scale indicating competent (C) or not yet competent (NYC) 
is utilised.  The Vispol and detective templates are also used during the assessment 
of the SC.    
2.4.3 Performance Management other Police Services 
This section will examine performance management of other police agencies in the 
world.  Police Service Northern Ireland (PSNI) will be discussed.  Performance 
management of police in the United States of America will also be dealt with.  
1. Police Service Northern Ireland (PSNI) 
The PSNI policy directive 08/08 (Ireland, 2008) states that Annual Performance 
Review (APR) is the performance management system and development for both 
police officers and police staff (administrative staff) in PSNI.  This policy directive 
explains performance management as a process connecting individual objectives 
and development needs to the overall organisational goals and measuring 
performance against these organisational goals.  The aims of the APR is to make 
certain that each official is working on objectives that are clearly linked to the police 
plan objective and to make sure that each persons is armed with necessary skills to 
perform their tasks successfully.  The objectives of the APR are: 
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I. To inspire progress in performance across PSNI by linking individual 
performance with policing plan and departmental objectives. 
II. To provide robust mechanism for monitoring, reviewing and evaluating progress 
against achievement of agreed objectives which are in terms of SMART1 
principles. 
III. To provide feedback that is constructive and regular to individuals regarding their 
effectiveness in performing their duties. 
IV. To make available means of dealing with poor performance. 
V. To identify effective and exceptional performance and allocate performance 
bonuses. 
VI. To make available a system that supports a strict assessment of performance 
and awarding of realistic performance ratings based on assessment of evidence. 
i. Annual performance review cycle 
The APR cycle is the same for both police officers and police staff.  The cycle 
revolves around one year from the 1st April to the 31st March each year.  One in-year 
review is compulsory in each cycle and an annual performance review should be 
conducted at the end of the performance cycle.   
Figure 2.4 Annual performance review cycle (Ireland, 2008:11)  
 
Annual Performance Review cycle in PSNI begins with discussion and agreements 
regarding expected individual performance.  The discussion takes place between the 
jobholder (employee) and the reporting officer (Supervisor).  The Jobholder’s 
Personal Performance Agreement (PPA) and Personal Development Plan (PDP) is 
drafted and agreed upon by the 30th April of the incoming year.  During this part, 
documents or items which will be used as evidence of performance are agreed upon.   
APR SYSTEM 
PPA &PDP in 
coming year April 
In-year reviews and 
updating of PPA&PDP 
September/October 
Annual performance 
review report 30th June 
of the following year 
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In-year review takes place around September, the Jobholder and the reporting 
officer engage on the performance of the jobholder from 1st March to 30th 
September.  This is an open discussion in which the employee indicates in a 
prescribed form how he/she perceives his/her performance during this period.  
Evidence collected to prove this is produced by the employee.  In year review are not 
limited to one.  If there is cause for concern in the performance of the employee 
continuous discussions take place between the job holder and the reporting officer.  
When there is agreement regarding the in-year review an in year Performance 
Review Report is compiled by the reporting officer and forwarded to the counter 
signing officer for quality checking.  Relevant behavioural competencies from the 
police officers’ profile are identified.  The behavioural competences include issues 
such as respect for race and diversity.  If the employee demonstrated any negative 
behaviour in terms of the behavioural competences he/she will be rated lower during 
the APR.    
At the end of the Annual performance review cycle the jobholder reflects on his/her 
performance and development for the outgoing year and arranges evidence to show 
accomplishment of objectives.  The Reporting Officer reflects on the Jobholders 
performance throughout the outgoing year.  An APR discussion takes place between 
the reporting officer and the Jobholder.  If there is an agreement the annual 
performance review report (APRR) is then forwarded to the Counter Signing Officer.  
The Counter Signing Officer assesses the overall performance and checks that 
consistence in terms of standards is applied.  
The Performance Management system in PSNI uses an e-portal.  This means that 
each officer goes to the intranet of the PSNI and draws his/her performance 
management document and complete it on the net.  It is then down loaded and 
printed for discussion purposes.  The final product is then forwarded via the net to 
the reporting officer, who, after completing his/her parts forward the document via 
the e-portal to the Counter Signing Officer. 
 
ii. Assessment of overall performance 
The overall performance assessment considers the behavioural competencies 
relevant to the jobholder’s profile.  Performance rating depends on evidence 
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presented.  This means that the assessment of the employee depends on the 
employee. 
The rating is awarded on the rating scale of 1-5.  One representing outstanding 
performance that all objectives set in the PPA had been exceeded.  Two 
representing exceeded expectations that most objectives set in the PPA are 
exceeded and others are achieved.  Three represent acceptable performance, that 
all objectives set in the PPA are achieved.  Four represent weaknesses in 
performance, that a number of objectives set in the PPA are not achieved.  Five 
represent unacceptable, that corrective action has failed, all or the majority of 
corrective action objectives are not achieved. 
iii. Disagreement on the content of APRR 
When the jobholder raises point of disagreement during the APRR and they remain 
unresolved, the reporting officer should prepare in writing a record of the interview 
and give a copy to the jobholder within 10 working days.  The jobholder should within 
10 working days after receipt of written record of APRR apply for an appeal interview 
to the counter signing officer and indicate specific areas of disagreement and 
grounds for disagreement.  The appeal interview by the countersigning officer must 
be conducted within 10 working days after receipt of the appeal application. 
iv. Comparison of PSNI and SAPS Performance Management Systems 
The systems used by the SAPS and PSNI for performance management are very 
similar.  Both these police service have a performance management cycle that starts 
on the 1st April and end on the 31st March.  In both there is an in year performance 
review which takes place in October measuring the period from April to September.  
Planning is done between the employee and the supervisor and is recorded.  The 
performance management is based on the agreement that came from that planning. 
There are however, some variances in the interpretation of the two police service 
performance management systems.  The rating system of the SAPS begins with one 
being unacceptable to five which is outstanding performance.  The PSNI system is 
the reverse of this in that one represents outstanding performance and five represent 
poor performance.  In both these police agencies it is not clear how communities 
participate in the management of police performance.   
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2. United States of America Police Departments 
According to Marx (2005) as cited by Vibbart (2005:13) in his senior honours thesis 
‘Performance management in local law enforcement agencies’ the mostly used 
system of performance assessment in the USA entail yearly and bi annual subjective 
ratings using forms that are filled by the Supervisors in which officers are evaluated 
with regard to global categories such as initiative and appearance.  In most cases 
everybody is rated as performing satisfactory. 
Vibbart (2005:13) mentions Marx as stating that officers are assessed on issues 
such as adhering to departmental standards, personal appearance and punctuality.  
This category has little significance to the actual police work.  Issues that are 
relevant to the actual police duty such as the amount of force used in effecting an 
arrest, calming angry individuals or helping individuals in need are not measured 
(Vibbart, 2005:13).  The assessment that takes due regards to police officers on 
patrol, deal with law enforcement only.  This is while the bigger part of the police 
officers’ day is taken over by reacting to emergency services and maintenance of 
order.  These are not regarded as crime related issues although the police officer 
spends a bigger part of his/her time responding to these activities (Vibbart, 2005:14). 
Another kind of police assessment is the identification of objective measures of 
productivity.  This system uses quantitative indicators to measure police officers 
productivity.  Events such as the number traffic tickets issued, number of arrest by 
an officer and number of interrogations done by an officer are used to measure 
performance.  Detectives are measured by evaluating conviction rate of their arrests, 
and the amount of stolen property they recover.  Marx (2005) as cited by Vibbart 
(2005:18) is of the view that measuring number of arrest or number of tickets issued 
will lead to police issuing many tickets and making many arrests, in cases in which it 
was not necessary.  Marx suggests that instead question such as was the arrest 
necessary in this case, was it wise to issue a ticket in this case should be asked.  In 
this way focus is moved away from quantity to quality.   Another area which 
according to Marx is neglected in measuring performance is the use of force in 
effecting an arrest by the police officer, respecting civil liberties and quality of 
emergency services provided by the police (Vibbart, 2005).   
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i. Comparison of USA Police Department and SAPS Performance 
Management Systems 
Performance management in the USA and in SA has similarities and differences.  
The systems are similar in that both in the USA and in SA more emphasis is placed 
on quantity rather than quality.  Although the South African Police Service 
performance management system talks about quality one could find that it is vague 
and based only on police interpretation of what quality policing is.  Marx (2005) as 
mentioned in Vibbart (2005:18) suggests that community views regarding how they 
should be policed needs to be employed.  The similarities in these two countries 
performance management system include their use of activity measurement in which 
police officers are required to fill in forms daily that indicates what activity they were 
involved in and for how long.  This system is also used by the Australian police.  
According to the Australian Institute of criminology Vibbart (2005:20) activity 
measurement is a system in which the allocation of an input such as staff time to a 
range of activities is monitored so that the relations between them become obvious.  
Some divisions use daily time sheets that breakdown every activity that a police 
officer does.  The SAPS uses VIS forms as daily time sheets. 
It has been noted that most police department in the USA are also starting to utilise 
the activity measurement system Vibbart (2005).  Marx, (2005) as cited by Vibbart 
(2005:20) mentions that the University of Michigan Department of public safety, 
documents each activity a police official participate in from the morning briefing until 
the end of his/her shift.  The dispatchers’ document and keeps a card in which they 
write when the police officer was dispatched, the time he/she arrives on the scene 
and when did the police official finished attending the scene.  Vibbart (2005:21) also 
states that as in South Africa each police official is also responsible to keep and 
maintain an activity sheet that should be the same as that of the dispatcher.  The 
most important thing is whether these forms are seen by police officers as necessary 
for improved policing or are just seen as unnecessary paper work.       
The difference in SAPS is that, although time is maintained through the crime 
administration system in which the dispatchers capture complaints and indicate 
when an officer was dispatched to the crime scene, when did he/she arrived and 
when did he/she completed the complaint, this information is mostly used to 
measure an organisation than measuring an individual officer.  In both the SAPS and 
USA police department according to the information the researcher has it is not clear 
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how the communities served are involved in their performance management.  In the 
SAPS it is cited only in detective templates that community satisfaction survey is 
conducted.  A need exist for the community to be involved also in measuring crime 
prevention and reaction to complaints units.    
2.4.4 Performance Measurement system in the South African Police Service 
(SAPS)   
The SAPS uses a computerised system to measure the organisational performance.  
The system is called Performance Chart.  According to Performance Chart Learning 
Programme (PCLG) (South African Police Service, 2010) this performance 
measurement system was developed to reflect the fulfilment of the SAPS mission 
and the achievement of targeted outcomes.   
A performance index was created that measures progress in six areas; Crime 
Prevention, Crime Reaction, Crime Investigation, Human Resource Management, 
Vehicle Management and effectiveness and efficiency management.  The seventh 
performance index is customer satisfaction.  This customer satisfaction index has 
been put in and out of the performance chart system many times but it has never 
been utilised to date.  The assessment is done in terms of concrete numbers and 
percentages.  The system has five performance measurement determinants so that 
it can analyse the quality of policing services;  
 Strategic direction refers to a linkage between the organisational performances 
measurements with the organisation’s strategic plan.  This means that, what should 
be measured is that which is on the organisation’s strategic plan.  The SAPS 
strategic plan 2010 to 2014 indicates that all serious crimes should be decreased by 
between 4-7% by 2014.  The medium term target for the investigation of priority 
crime is increasing the detection rate to 57, 5% (South African Police Service 2, 
2010).  
 Performance framework includes developing a balancing framework within which the 
SAPS can achieve its mission and assess organisational performance.  
 A performance measure refers to the measuring of the achievement of the set goal.  
It assesses how well SAPS is doing in terms of what really matter.  It involves 
systematic collection, analysis and reporting of data on SAPS efficiency and 
effectiveness.     
 Strategy institutionalisation refers to the process of ensuring that each police official 
is aware and buys to SAPS strategic plan.  
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 Performance assessment deals with measuring the success of SAPS in achieving 
targeted results by assessing organisational performance in terms of its input, 
output, outcome, effectiveness and efficiency.  It is said to be the management of 
quality in each step from planning and design to self-inspection. 
The objectives of the Performance Chart system are threefold: 
I. To make certain that the SAPS realize its mission and achieves its targeted results. 
II. To find out if the resources of the organisation are effectively and efficiently utilised 
towards achieving the organisation’s mission and institutionalising the organisation’s 
corporate strategy. 
III. To measure successes by the police in respect of input, output, outcome, 
effectiveness and efficiently which should have influence on the Crime fighting and 
should have value to communities served by the police. 
Performance Chart focus is on operationalizing organisation’s mission in relation to 
five dimensions namely; police operations, customer-orientation, information 
analysis, allocation and utilisation of resources and police success rates. 
Performance objectives and indicators are quantified in terms of numbers and 
percentages.  The following system is followed to determine the level of performance 
of the police station; 
Baseline is used to show past levels of performance over a specific period which is 
the previous financial year.    
Target is the specific performance level to be achieved by the police station.  It is 
determined in crime prevention contact crime by baseline minus 4% and in property 
crime it is baseline minus 2%.  In investigation of crime target is set nationally eg 
Detection rate contact crime is 60% and Detection rate property related crimes is 
20.25%   
Indicator Status (IS) each performance area has performance indicators under it.  
For an example, Crime Prevention has the following performance indicators; contact 
crimes, property crimes, contact related crimes, all other serious crimes and crimes 
dependent on police action for detection.  Each performance indicator has its own, 
unique grouped indicator status (IS).  The purpose of the grouped IS is to determine 
a police station present performance level, with regard to a specific performance 
indicator, and compares it with the performance of other police stations in terms of 
the same indicator.  The maximum score of the IS is 90 and it can be achieved by a 
police station. 
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Performance Rate (PR) reflects the police stations accomplishment of baseline and 
targets.  A police station can score a maximum of 10 points in PR.  If both baseline 
and target are met, the police station receive 10 point, if the results are between the 
baseline and target the police station can score anything from 1 to 9.  If the police 
station score is below its baseline it receives a score of 0.  The PR measures the 
police station against its own performance in the previous period. 
Effectiveness Rate (ER) is the sum of IS and PR.  The effectiveness rate reflects the 
degree to which the police station achieves the desired outcome in relation to 
targeted results.  A police station can achieve 10 points out of 10 points with regard 
to PR but receive 30 out of 90 points in IS, that will mean the effectiveness rate of 
that police station is 40% and that is regarded as poor.  What his means is that a 
police station can improve from its previous year’s performance but still perform bad 
when compared with other police stations.  Performance chart effectiveness rate is 
rated from one to five.  One represents unacceptable performance and is any 
effectiveness rate score from 1% to 34%.  Two represent unsatisfactory 
performance, and are any effectiveness rate score between 35% and 49%.  Three 
represent satisfactory performance and are any effectiveness rate score between 
50% and 69%.  Four represent good performance and are any effectiveness rate 
score between 70% and 84%.  Five represent excellent performance and are any 
effectiveness rate score from 85% and above. 
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Figure 2.5 The Performance Chart rating 
 
Figure 2.5 above is the screen of the performance chart which depicts property 
related crime; effectiveness rate of Queenstown police station for the financial year 
2011/2012.  Marginal performance level (MPL) as indicated in blue in the right box, 
above graph indicates the average reported crime which the country should receive 
from Queenstown police station in the financial year concerned in order for the 
country to meet its target.  The MPL differs from police station to police station as it 
takes into consideration each police stations unique environment (population, area 
size, availability of drugs and alcohol e.t.c).  Queenstown police station should not 
exceed 867 in 2011/2012 financial year in order for it to receive better points in the 
indicator status for property related indicator.  Eight Hundred and Forty Three is the 
baseline of Queenstown police station for the financial year 2011/2012.  This means 
that there were 843 cases of property related crimes reported in Queenstown police 
station in 2010/2011 financial year and this number becomes the baseline for the 
following financial year.  The Target for Queenstown police station was to reduce 
property related crimes by taking the baseline and minus 2% in 2011/2012 therefore 
these crimes should not be more than 827.   
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The block which is in the left of the graph indicates time period per month, quarter, 
semester and annual.  It also indicates reported crimes, percentage difference in 
reported crime per period, Indicator status, performance rate and effectiveness rate. 
Interpretation of the annual data in this box is as follows; 
Seven Hundred and fifty five cases of property crimes were reported in the financial 
year 2011/2012.  This is a decrease of 10.44% from the base line which is 843 
property crimes reported in the previous year.  Queenstown then scored 53.6 out of 
90 points in the indicator status and 10 out of 10 points in the performance rate.  
Therefore the effectiveness rate of Queenstown in 2011/2012 financial year with 
regard to property related crimes was 63.6%. South African Police Service 3 (2012). 
Investigation Services is measured in terms of four performance indicators; detection 
rate (solving rate), cases to court rate, trial ready rate and conviction rate.  Different 
crime dimensions have got different percentage targets set by the National 
Commissioner of the police through the marginal performance level.  If the police 
station baseline is below or equals the MPL the target is increased to equal the MPL.  
If the Baseline is above the MPL the target is set to be equal to the baseline.  The 
crime investigation environment is measured using raw figures; no environmental 
factors are taken into consideration.  
Police are also measured in terms of reaction time to complaints.  Complaints are 
measured in terms of three performance indicators; reaction time alpha complaints 
(Serious crimes in progress), reaction time bravo complaints (serious crimes already 
occurred) and reaction time Charlie complaints (less serious crime).  The reaction 
times are set by the National Commissioner as MPL.  The Alpha complaints are set 
to 25 minutes, Bravo and Charlie complaints are set for 40 minutes.  The 
disadvantage of this system is that it does not take into consideration different 
conditions of different police station as topography, conditions of roads and distance 
from police station to the crime scene.  Due to this police station manipulate this 
system just to achieve set time.  This is possible because the performance chart 
system draws the information regarding reaction time from Case Administration 
System (CAS) which is feed by the police officials who will be assessed by the same 
information they feed.   
The performance chart system also measures human resource utilisation and 
vehicle utilisation.  These two dimensions will not be dealt with for purposes of this 
research.    
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The main problem with this system is that community involvement in the 
determination of the performance measures is not available.  This is due to the fact 
that no survey is conducted to determine customer satisfaction or customer priorities 
for policing.  The performance measures in the system are also said to be subject to 
change depending on the situation.  This renders the system vulnerable to 
manipulation in order to avoid criticism from public and parliament.  This lack of 
community involvement or this independence of the police leads to question being 
asked by the public even if the police issue crime statistics that should be favourable 
to the community.  The Saturday Dispatch of the 6th October 2012 in its article 
“perceived crimes on the rise in the Eastern Cape” (Boya, 2012) mentioned that the 
South African Police Service release statistics for 2011/2012 financial year in which it 
was indicated that House break-ins in the Eastern Cape has decreased from 27 251 
in 2010/2011 to 26 941 in 2011/2012 financial year, a decrease of about 1, 13%.  
However, it was revealed that Statistics SA released the victims of crime statistics for 
the same period and revealed a perception from the community that indicated that 
house break-ins and burglaries are perceived to have increased.   
Another performance measurement system used by the SAPS is the issuing of crime 
statistics yearly by the minister of police.  Statistical Analysis (SAPS Training 
Division 2, 2002:21) define crime statistics as quantitative facts (crime figures) 
collected, processed, analyse and interpreted to provide information and to serve as 
a foundation for formulation of policy, development and administration of programs.  
Current crime statistics is compared to the crime statistics of the previous year.  
However, crime statistics released by the police is not raw crime figures as reported.  
A ratio which includes taking into account growth in population is used to calculate 
crimes decrease or increase for crime statistics purposes.  A formula used to 
determine this ratio is as follow: Reported crime/population size X 100 000.  When 
this formula is not used raw crime figures can indicate an increase in a particular 
crime, but when the ratio formula is applied it could be seen that the crime has in fact 
decreased.  This formula is supported by the view that the population is not static 
and an increase in the population brings about a possibility of an increase in reported 
crime (Makrale, 2013).  This system according to Makrale (2013) is international 
recognised.  It is however, criticised by the academia and the press. 
The SAPS also measure the organisational performance through the annual report 
which is issued by the National Commissioner.  The annual report deals with the 
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performance of the SAPS against the priorities as set in the SAPS strategic plan 
2010 - 2014 and annual performance plan (SAPS 5, Strategic Management, 2012).  
2.4.5  Performance Measurement other Police Agencies 
This section will examine performance measurement of the police in the United 
Kingdom (UK).  Performance measurement cycle in the UK will be illustrated and a 
table showing the role played by the police and the community in the performance 
measurement of police in UK.  The system used in the United States of America will 
be depicted.     
1 United Kingdom 
The United Kingdom unlike South Africa has different local police forces that are 
independent but account to the National Home Secretary.  According to the Police 
Performance management: “Practical Guidelines for Police Authorities” (Association 
of Police Authorities, 2006) performance measurement as interpreted in this 
research, is explained as performance management.  Therefore for purposes of this 
research what is referred to as performance management in the document 
mentioned above will be termed performance measurement.  The Association of 
Police Authorities (2006) states that performance measurement in United Kingdom 
Police Agencies is managed by a body that is independent of the police force which 
is called the Association of Police Authorities (APA).  This body is constituted by 
elected councillors and appointed members from the public.  It is independent of any 
police force in UK (Association of Police Authorities, 2010).   The Police Act (United 
Kingdom) of 1996 define the function of the APA as maintaining an efficient and 
effective police force, determining objectives for policing, setting the strategic 
direction of the force and issuing a local police plan and monitoring and managing 
performance against the local policing plan and publishing the results.  
The Police Chief develops a local plan and the APA approves the plan.  The targets 
in the plan are suggested by the police, however, approval and monitoring of the 
target is done by APA.  Police performance measurement is the cycle which includes 
setting priorities and planning, agreeing on targets, ensuring delivery and learning, 
consultation and feedback.  
 
58 
 
Figure 2.6 Performance Measurement Cycle UK (Association of Police 
Authorities, 2006:10) 
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The Association of Police Authorities were disbanded in November 2012 and 
replaced by Police Crime Commissioners (PCC), in metropolitan areas the Mayoral 
office plays the role which is played by PCC in other local policing areas.  For 
purposes of this research the researcher will use PCC while also referring to the 
Mayoral office.  The PCC are public representatives who are elected within their 
policing area.  The PCC’s term of office is four years after which new election take 
place.  Elected PCC officials take an oath of office when they resume their functions.  
Their oath include oath of impartiality.  The functions of PCC are similar to those of 
the APA.  PCC are responsible for the efficient and effective police force within their 
area.  The PCC hold the Chief Constable (Commander of local police) within their 
area to account.  The funds that are allocated for the local police by Home Office are 
managed by the PCC.  The development of police plan and compilation of annual 
report on progress of the police plan are the responsibilities of the PCC.  The PCC is 
also responsible to hire and fire the Chief constable (UK Parliament, 2011). 
A new association for PCC’s called Association of police crime commissioners has 
been established to manage and coordinate the different PCC’s within different local 
police agencies. 
The distinctive matter between the SAPS performance measurement and United 
Kingdom performance measurement is that, in the SAPS the Minister, National 
Commissioner and police senior management are responsible for the whole 
performance measurement system.  This makes them players and referee in their 
own game.  It is easy for the Department of Police to work out their calculation 
formulas to protect them from public criticism.  Currently there is always an 
explanation needed after every release of crime statistics as the academia is always 
challenging the system used by the police to calculate crime statistics.  The police 
will indicate that crime has gone down and the other public institution such as 
Statistics SA, Council for Scientific Research and media will argue to the contrary.  
The Minister of police Honourable Nathi Mthethwa issued on the 19th September 
2013 crime statistics for 2012/2013 financial year and on the 20th September 2013 
the Head of Corporate Communication in the SAPS Lieutenant General SM Makrale 
had to issue a media statement to clarify models used for the calculation of crime 
statistics as some media houses believed that what was reported is not actually the 
reflection of crime in South Africa (Makrale, 2013).  
61 
 
In the United Kingdom the question would not have gone to the police but to the 
PCC.  The lack of trust to the police would not have been the issue.  
2 United States of America 
According to Vibbart (2005:8-11) the law enforcement agencies in the United States 
of America are using a computer system called CompStats management model, 
which was implemented in 1994.  This system started in New York City Police 
Department and extended to other police departments such as New Orleans Police 
Department, Baltimore, Maryland; Charlotte, North Carolina; Indianapolis, Indiana; 
Los Angeles, California; Newark, New Jersey; Philadelphia, Pennsylvania; and 
Prince George County, Maryland.  CompStats is an abbreviation for computer 
statistics.  Paul E O’Connel an associate professor in the department of criminal 
justice at Iona College as quoted by Vibbart (2005:8) explains CompStats as a 
performance measurement system that is exclusive, which reorganises the 
organisations’ day to day operation and realign them to the organisations missions 
and goals.  The system compile, distribute and utilises genuine time information to 
assist managers to make informed judgments.   
The CompStats model consists of four values: 
I. Accurate and timely intelligence; the computer software and investigators receive 
and analyse crime information which is then disseminated to ground level for 
operational purposes.  This is done through informing of members daily in their 
parades (meetings before the start of shift) about the crime activities that took place 
in the preceding hours.  The members are informed about problematic areas and the 
modus operandi of the crime that has occurred, which has been identified by the 
CompStats system.  The supervisors then deploy members for patrol according to 
this intelligence and distribute cases for investigation to investigators. 
II. Rapid Deployment; a focused and coordinated deployment is done.  The 
investigators investigate any crime pattern which has been identified by the system. 
III. Effective police tactics; an immediate response by detectives to violent crimes is 
expected.  Witnesses are looked for, from the neighbourhood.   
IV. Follow up and assessment; this is also an important step in CompStats, Supervisors 
and Commanders hold weekly meetings in which crime tendencies are discussed.  
Crime fighting strategies and efforts are discussed in these meetings.  Commanders 
are expected to account for crimes in their districts and show how they are dealing 
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with the crime.  Investigating Commanders are interrogated about their knowledge of 
the crime in their districts and how they proactively deal with these crimes. 
Vibbart (2005:10) mentions that CompStats was so successful in New York City that 
burglaries decline by 53%, robberies 64% and murders by 67% from 1993 to 1998.  
New Orleans department of police reported a decrease of up to 16% in all serious 
crime in their entire district after the implementation of CompStats model.     
The United States of America Performance Measurement System and the SAPS 
Performance Measurement System have also a number of similarities and 
differences.  CompStats like Performance Chart collects analyses and distributes 
information.  They are both computer systems that depend or utilises statistics.  
Performance Chart however, synchronises its information once per month which 
means it cannot be used daily to direct police activity as is the case with CompStats.  
Both system assist top management to be able to call commanders to account about 
the crime in their areas. 
According to the information at the disposal of the researcher both these 
performance management systems from SAPS and United States of America lack 
the part which shows customer involvement in the performance measurement of the 
police.  The fact that they deal in bigger part with raw statistics and not taking serious 
the other socio economic factors of crime can cause the assessment of the police to 
be regarded as unfair and this could also lead to police trying to manipulate 
statistics.  Maguire, (2003:4) asserts the fact that police performance is Multi-
Dimensional in that police perform variety of services to their community.  These 
activities include educating citizens about crime prevention, responding to vehicle 
accidents, crime detection and arresting of suspects.  Maguire (2003:4) is of the view 
that a police department can excel in one of these services and fail in the other.  He 
is of the view that those agencies that concentrate in a particular area at the expense 
of the other are heading for failure latter.  This is what most police chiefs disagrees 
with, Maguire (2003:4) mentions William Bratton, who was a Chief of New York 
Police Department who stated that crime reduction in police is exactly what profit is 
to businesses, a bottom line the best indicator of police performance.  This view 
according to Mark Moore and George Kelling as cited by Maguire (2003:4) is not 
accepted by academics as they contend that looking only on crime statistics might 
undermine other imperatives such as civil right, community satisfaction, justice, 
integrity, reducing of fear to communities and protection and assistance for those 
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who cannot protect themselves.  It is becoming apparent that the police services 
need to use both victims of crime survey and crime statistics for purposes of 
performance measurement. 
According to the information available to the researcher, it is clear that both USA and 
SAPS police departments unlike UK Police Department rely only on internal matters 
without involving communities which are their primary customers.  This might from 
time to time lead to the struggle when interpreting whether crime is up or down. 
David Bruce in his article “Revitalising policing oversight in the Western Cape” 
(Bruce, 2012:3-11) deals with the imperatives of section 206 of the constitution of the 
republic of South Africa.  Section 206(3) (a) (b) (c) and (d). According to these 
section at face value Provinces should have same form of control over police 
performance.  This does not include policing operation but monitoring of efficiency 
and effectiveness.  SAPS could use this section to model the United Kingdom 
system of performance measurement in which independent elected people could be 
responsible for the management of performance measurement system for the police.            
2.5 CONCLUSION 
Performance Management is the internal responsibility of the organisation’s 
management.  In the SAPS it is meant to address mainly three issues; promotion, 
rewards and employee development.  This is mostly in accordance with the 
interpretation given by most scholars in this field.  The question which one needs to 
ask is whether performance management is implemented correctly as per the 
intention.   
Performance management system proves to be the difficult or tricky system to 
implement.  SAPS have a system in place but with current information it is clear that 
the performance management system of SAPS does not take into consideration the 
needs and expectations of the communities they serve.  The fact that SAPS is the 
National competence could be aggravating these matters as other levels of 
government which are closer to the SAPS, service delivery do not have a say in the 
performance management and measurement of the organisation. 
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CHAPTER 3 
3. RESEARCH METHODOLOGY AND DATA COLLECTION METHODS  
3.1 Introduction 
The Overall purpose of the study was to explore performance management 
assessment patterns and public perceptions of effectiveness of the police in 
Queenstown cluster police stations in rendering services.  The major reason for 
investigating these patterns is to gain full understanding of the said relationship so 
that if there are shortcomings recommendations are made to develop an effective 
performance management and measurement system for evaluating police officials 
and police stations.  To obtain this understanding, semi-structured interviews were 
conducted and secondary information which are the official documents and 
computerised data used by SAPS to evaluate individual police officials and the 
organisation were utilised.     
3.2 Research design and methodology 
The researcher decided on qualitative research design.  Terre Blanch (2006:47) 
argues that qualitative researchers use information in the form of written or spoken 
word, or observations that are recorded in language and analyses the data by 
identifying and classifying themes.  Smith (1988:180) concludes that qualitative 
research excludes numerical measures in favour of narrative data.  The 
methodological approach for this study can be described as both descriptive and 
exploratory in than it intended to discover whether the performance management 
and performance measurement systems as applied by the SAPS related or have a 
positive impact in community perception of the police service delivery abilities.  The 
researcher employed an open, flexible and inductive approach to research with a 
purpose to try and look for new insight into performance management assessment 
patterns.  It was an applied research as it intended to contribute to practical issues of 
problem solving, decision making, and policy analysis and community development.    
The purpose of utilizing descriptive research in this study was to identify patterns in 
performance management system, assessment patterns and public perceptions of 
the effectiveness of the police in rendering services.   
The aim of using an explorative design was to identify and uncover key facts about 
the effectiveness or lack there off, of police performance management systems for 
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both individual and organisational performance as viewed in the perception of 
community members. 
The purpose of exploratory research in this research as described by Welman 
(1999:19) was to determine whether a phenomenon exist, in this case whether there 
is discrepancy between the individual performance management system and 
performance measurement system.  To further identify if there is discrepancy 
between police performance management and measurement systems with 
perceptions of the community they serve.   
3.3 Data Collection Method 
Data collection involved the use of both primary and secondary data.  They are 
discussed in detail below. 
3.3.1 Primary Data Source 
Primary data is defined by Mouton (2011:100) as your data whether you collect it 
yourself or whether it already exists in one form or another.  Welman (1999:36) 
asserts that this source must represent first-hand information.  Semi structured 
interview was used to gather information.  They covered the following respondent 
groups: 
1. Respondent group A (1-8)  
I. Cluster Commander of Queenstown, he is responsible for the assessment of the 
Station Commanders in Queenstown cluster.   
II. Station Commanders for Queenstown cluster police stations were also 
interviewed.  Station Commanders are managers of police stations and are 
responsible for the crime in their police station area.  Station Commanders are 
also responsible for the assessment of production members in their police 
stations.  
2. Respondent group B (9-29)  
Production members who are the functional police officials from the seven police 
stations in the Queenstown cluster.  These are the people who directly fight crime 
through crime prevention activities, attending to complaints and investigating the 
reported cases.   
3. Respondent group C (30-50)  
Community leaders: These people are community policing forum members, local 
chiefs, business people and councilors.  They are people who experienced first-hand 
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dealing with the police in this cluster.  These are the people who leave in that 
particular poling area and are depended on that police station for policing purposes 
and they represent the community in one way or the other.  
Interviews are important for qualitative research as they provide an opportunity for 
open questions; this causes the researcher to understand the phenomenon better.   
It should be noted though that personal observations of the reseacher both as part of 
the police community and during interviews were integral to data gathering and 
analysis. 
To overcome personal bias the reseacher ensured that the questions asked in the 
respondents in each group are the same.  Triangulation was used to gather 
information from different sources e.g. use of secondary data with primary data, 
assisted in limiting the reseacher’s bias.  At same stage the reseacher temporarily 
bracketed his knowledge about the phenomenon and listened to what the 
phenomenon was telling him.  
3.3.2 Secondary Data Sources  
Secondary data refers to other (mostly written) sources which discuss, comment, 
debate and interpret primary data.  The source did not witness the event him/herself, 
he/ she might have received the data from the person who experienced the event or 
that person might also have got it from the person who experienced it, it is second 
hand information (Welman, 2009:36).   
Secondary data was gathered through relevant legislation, annual reports of SAPS, 
strategic planning 2010-2014, crime statistics, performance chart system and other 
systems within the police service.  Performance Agreement (PA) and Performance 
Enhancement Plan (PEP) documents were also utilised to gather information.      
In addition to this, literature and scholarship on the key issues were also used.    
 
3.4 Population, Sampling and Method 
According to Terre Blanche, et al (2006:49) sampling is the selection of research 
participants from an entire population and includes decisions about which people, 
settings, events, behaviors and social process to observe. A purposive non-random 
sampling method was used for police management population, which were the 
Cluster Commander and the Station Commanders.  The Cluster Commander and 
the Seven Station Commanders were all interviewed.  According to Terre Blanch 
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(2006:50) in a purposive non-random sampling method the researcher may choose 
few information rich cases.  Also in obtaining sample from the community, a 
purposive non-random sampling was used.  Some members of the Community 
Police Forum (CPF), business people, local traditional leaders and councilors were 
identified and approached for interviews.   
However, in the production employees the researcher used simple random sampling.  
In each police station a duty list (Documents with the name list of all employees 
according to their departments) was used to determine the number of production 
employees and to allocate numbers to each production employee in visibly policing 
and detective services.  A computerised system called moon stats was used to 
randomly select the required sample.  If the police station had ninety five production 
employees, the moon stats system was fed the number (N) ninety five as a 
population and the number (n) three as a sample size.  The computer system then 
randomly selected three numbers between one and ninety five.    
The researcher involved both the members of the SAPS in Queenstown Cluster 
together with the community of Queenstown Cluster. See table 3.1 below: 
Table 3.1 Number of police personnel and Community: 
POPULATION OF 
SAPS 
NUMBER (N) POPULATION OF 
THE COMMUNITY  
NUMBER 
 
Queenstown Cluster 
Commander 
13   
Queenstown 340 Queenstown 78 888 
Lady frère 80 Lady frère 61 102 
Ezibeleni 85 Ezibeleni 29 554 
Glen Grey 39 Glen Grey 42 114 
Ilinge 42 Ilinge 19 619 
Sterkstroom 48 Sterkstroom 8 224 
Tylden 17 Tylden 2 588 
TOTAL 664 TOTAL 242 089 
The above table represents the total population from which the sample size was 
selected. 
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Table number 3.2: Sample size 
Respondent group Sample Number (n)  
Police Members  
A Cluster Commander 1 Appendix A1 
Station Commanders 7 Appendix A1 
B Production Employees 21 Appendix A2 
Community Members  
C Community Police 
Forum 
7 Appendix A3 
Councilors 7 Appendix A3 
Traditional Leaders 3 Appendix A3 
Business People 4 Appendix A3 
 Total Sample 
Population 
50  
 
Table Number 3.3: Secondary data  
Sample Number 
Performance Agreements 5 
Performance Enhancement Plans 15 
Performance chart system 7 Police station and 1 Cluster 
   
The tables above represent the sample sizes which were selected for this research.  
3.5 Data Analysis 
Terre Blanch (2006:51) asserts that in qualitative research instead of utilizing 
measurement scale as an instrument of observation, the researcher is the instrument 
of observation.  The observations were classified into themes and a more general 
picture of the phenomenon was then derived from the observation.  The following 
themes were identified in order to understand the phenomenon better: 
The researcher looked at the community involvement in the performance 
management system and performance measurement system.  Involvement of the 
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community in strategic planning or performance planning was also looked at by the 
researcher.  The researcher considered the effectiveness of Performance 
Management System.  The relationship between performance management system 
and performance measurement system was evaluated using the performance 
management tools which are the performance agreement, performance 
enhancement plan and performance chart.  The shortcomings of the performance 
management system were also observed by the researcher.  Understanding of 
performance management and measurement system by the SAPS members and 
community was also observed by the researcher.  The researcher further observed 
the relationship between performance management system and strategic or 
performance plan of the SAPS.  The satisfaction of the community as reflected in 
their responses in the interview was compared with the effectiveness on the police 
as reflected by the performance measurement tool of the SAPS.  
In this study the researcher collected and observed data, he then analysed the data 
and made deductions accordingly.  Terre Blanch (2006:53) explains that validity is 
not defined in terms of the extent to which the operational meaning matches with the 
theory definition, but by the degree to which the researcher can produce 
observations that are realistic to the researcher, subject being studied and ultimately 
the readers of the study.  
3.6   LIMITATIONS OF THE STUDY 
The limitations in this study were: 
1. The area of research was limited to the seven police stations in Queenstown Cluster.   
Other police stations in SAPS were not included in the study. 
2. Funding and time were not sufficient to include all police stations in the study. 
3. The findings were limited to the data gathered from semi-structured questions 
administered in the three groups of respondents and the secondary data obtained 
from official documents and systems within the SAPS. 
3.7 Conclusion  
In the above chapter the researcher has sketched the methodology he followed in 
conducting this study.  The purposive non random sampling method used for 
selecting units of analysis in police management and community leaders ensured 
that people with relevant knowledge and understanding of the phenomenon are 
included in the sample.  The random sampling used in selection of production 
personnel ensured that the whole population of production personnel had an equal 
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chance of being included in the sample.  Qualitative data in this research was 
collected through triangulation of data sources which involved obtaining primary data 
through the use of semi-structured interviews and secondary data through the use of 
departmental documents and other relevant scholarship.  In the interviews 
conducted although they were open ended questions which give the researcher an 
opportunity to make follow up question, the researcher ensured that the questions 
are the same to all respondents in a particular unit of analysis.  The results acquired 
from the data collection and analysis methods explained in this chapter are 
presented in chapter four. 
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CHAPTER 4 
4. PRESENTATION, ANALYSIS AND INTERPRETATION OF THE FINDINGS 
4.1  Introduction 
In chapter three the research design, methodology, research objectives, research 
instruments and data gathering approach was described.  In this chapter the 
responses received from the three respondent groups, i.e. respondent group A, B 
and C are discussed.  A further discussion will be done in which the response of the 
respondents to certain questions will be compared with secondary data received 
from official police documents.  The purpose of this chapter is to first present the 
findings in line with the objectives and then reflect on whether the theory and 
practice are in agreement, and if not, to supply possibly reasons and or clarification.   
The objectives of this research are the following: 
1. To determine the extent of discrepancy between the individual performance 
assessment tools and the organisational measurement tool. 
2. To determine whether the organisational and individual assessment tools talk to the 
community’s perception regarding effectiveness of the police in rendering services. 
3. To determine whether there are serious problems encountered in the implementation 
of both the individual and organisational SAPS assessments. 
4. To make proposal or recommendations to rectify discrepancies if they exist. 
4.2  Respondent group A 
Self-administered questions were used to gather data from respondent group A (see 
appendix A1).  Group A consisted of the management echelon of the Queenstown 
cluster.  This included the Cluster Commander and the seven Station Commanders.  
There was a 100% response rate in this respondent group. 
4.2.1 Biographical profile of respondent group A 
Table 4.1: The following table illustrates the biographical profile of 
respondents   group A 
Gender Male Female  
7 1 
Age 
Group 
26-30 years 31-35 36-40 40 and 
above 
0 0 0 8 
Rank Constable/Sergeant/Warrant Lieutenant/Captain Major/Lt Brig/Major 
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level Officer Colonel/ 
Colonel 
General 
1 3 2 2 
Total years of police service 5-10 years 11-20 20 and 
above 
0 0 8 
Total years of experience as Cluster or 
Station Commander 
5-10 11-20 21 and 
above 
5 2 1 
Highest 
education 
level 
Grade 12 National Diploma B-Tech/ 
honours 
degree 
Masters/ 
Phd 
2 4 2 0 
Performance management training 
attended? 
Station Commanders 
Course/Officers 
course/MMLP attended? 
Performance 
chart course 
attended? 
6 8 0 
 
The biographical profile of respondent group A indicates that seven members out of 
eight members comprising management of Queenstown cluster are male.  This is in 
contrast with the employment equity act with requires an increased number of 
females as managers.  The average age of managers is above 40 years.  This could 
be an indication of experience in management.  Only one manager is a non-
commissioned officer and all other managers are commissioned officers from the 
rank of Captain to Brigadier.  This is an illustration of the sizes of the police station 
with in the cluster.  According to SAPS 6 (2012) (see annexure “F”), police stations 
are graded from level five being a Brigadier station commander, level four being the 
Colonel station commander, level three is the Lieutenant Colonel station commander 
and level two and one are captain and warrant officer station commanders 
respectively.  One police station is a small police station with a warrant officer as the 
station commander, three police stations are Captain police stations, two police 
stations are Lieutenant Colonel police stations and one police station is the bigger 
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police station being the Brigadier police station commander level.  This indicates that 
Queenstown Cluster has a fair mix of different levels of police station.   
The other one area represented is the cluster which is classified as a Brigadier 
Cluster. According to SAPS 6 (2012) Clusters are also classified into four levels.  
Level A are the bigger clusters with the cluster commander at the level of Major 
General, level B is a brigadier cluster and C and D are smaller clusters with the 
cluster commanders which are Colonel and Lieutenant Colonel respectively. 
All respondents in group A have been in the South African Police Service for more 
than 20 years.  Five officials had been Station/ Cluster Commanders for a period 
between five to ten years, two were in these positions for a period between 11 and 
20 years and one was in the position for more than 21 years.  Two officials had 
grade 12 school qualifications, four had National diploma and two had a B-tech or 
Honours degree.  This indicates that six out of eight respondents have a post matric 
qualification.  Six officials attended performance management training; all eight 
attended either station commander’s course, officer’s course and or Middle 
management learning program.  No members received official training in 
performance chart which is the organisational performance management system.  
However, all the members interviewed indicated that they attended some form of a 
workshop in performance chart. The above information indicates that respondents in 
group A have an experience and necessary qualifications to understand the 
performance management and performance measurement systems of the SAPS. 
4.2.2 Performance management system improves police performance 
Six respondents in group A indicated that performance management does not 
improve performance.  All six of these respondents concurred in that managers do 
not implement Performance Management System correctly.  The respondents in 
group A indicated that managers assess members as performing satisfactory in 
order to maintain relationships even if the members are performing poorly. For 
instance one of the managers from the interviews stated that “Commanders are 
afraid of members and therefore rate them satisfactory even if they perform badly” 
(Manager 2, 2013).  This is confirmed by Nel (2008:497) when he stated the difficulty 
commander find to be honest when appraising individual due to their need to 
maintain relations.  Two respondents indicated that performance management does 
improve performance.  One manager stated that “because performance 
management set targets, this pushes a person to do more to reach the target” 
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(Manager 1, 2013).  They further mentioned the fact that PMS is linked to pay 
progression as a positive contributor to the effectiveness of the PMS.  All eight 
respondents agree on the need for the PMS in order to improve performance. 
4.2.3 Relationship of individual performance management system (PMS) with 
organisational performance measurement system (Performance Chart). 
One respondent here did not give a relevant response, instead of talking to whether 
the two system relate he kept on talking about the ineffectiveness of the 
organisational performance and how it make it difficult to assess managers as it is 
used as a guide.  Three respondents indicated that PMS does relate to 
Organisational measurement system.  They indicated that each Key Performance 
Area (KPA) in the performance agreement (PA) refer to the performance indicator in 
the performance chart system.  Four respondents indicated that PMS does not fully 
relate to organisational measurement system.  One of the respondents in group A 
mentioned that “performance chart does not reflect other KPA which are in the (PA) 
e.g. the implementation of sector policing is the KPA in PA but is not available in the 
performance chart.  The administrative functions such as losses, labour relation, 
grievances and Employee Health and Wellness programmes e.t.c. performed by 
managers are reflected in the performance agreement but are not available in the 
performance chart” (Manager 4, 2013).  The respondents indicated that these KPA 
also appear on the station performance plan, however, station performance plans 
are no longer evaluated in steering committee meetings as the concentration is on 
performance chart which mostly deals with crime.  It is clear from the responses 
receive that performance chart does not deal with all aspects which are indicated in 
the individual employee’s PA.  The researcher’s observation also concurred with the 
respondents that indicated that not all KPA in PA are assessed by the organisational 
measurement tool (performance chart) although other systems exist to measure 
these KPAs. 
The respondents suggested that a single organisational performance measurement 
system is necessary to assess all the KPA in the employee’s PA. 
4.2.4 Community involvement in the assessment of individual members. 
All respondents in group A indicated that the community is not involved in the 
assessment of individual employees’.  One respondent indicated that the community 
need not be involved as PMS is the management tool and it should be a confidential 
document between the employer and the employee.  Five respondents indicated the 
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need for the community to participate in the PMS.  These respondents suggested the 
following: 
1. There is a need for a PMS document that collects data from different sources of 
information which include the community members.   
2. It was highlighted that mostly Station Commanders and Cluster Commanders 
assessment must include the community through relevant structures such as CPF, 
Business and local leaders.   
Two respondents are of the view that community must be involved in the 
assessment of all employees.  This was motivated by the fact that members of the 
public are aware of the performance of members in their police station area.  The 
community is the people who complain about the service of certain individuals and 
they also demand to be served by certain individuals because they know that those 
individuals will serve them better.  However, these members alluded to the fact that 
this is possible only on operational members.             
4.2.5 Community involvement in assessment of the organisation 
Five respondents are of the view that the community is not involved in the 
assessment of the organisation.  Three respondents indicated that community is 
involved through the Imbizo.  They indicated that community members mention their 
dissatisfaction or satisfaction about service delivery in the imbizo.  All respondents in 
group A are of the view that the community should be involved in assessing the 
organisation.  Four respondents believe that community satisfaction survey should 
be conducted and results thereof included in the overall assessment of the police 
station.  The results need to also be reflected in the performance chart system.  Two 
respondents indicated that a clear structure should be developed which will 
represent the community in the assessment of the police station.  These 
respondents suggested that a group of academics be utilised as the academics will 
understand the systems used.  Two other respondents suggested that a structure 
which involves traditional leaders, councillors and business people be establish to 
represent the community in the assessment of the police station.   
4.2.6 Problem in the implementation of PMS 
Seven respondents are of the view that PMS implementation has major problems.  
The following were identified by respondents:   
1. It is said commanders are not using the tool as it should be used.  Performers and 
non-performers are given the same rating.   
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2. “Managers do not want to rate employees poorly as managers will have a 
responsibility to develop plans to improve the performance of employees” (Manager 
3, 2013). 
3. The respondents believe that PMS is just a paper exercise which is done only for the 
purposes of compliance.   
4. The overall belief is that managers do not understand the importance of PMS.   
5. Except the fact that the current PMS document does not allow for stakeholders 
participation, the respondents believe that the document is a good document and if it 
could be utilised correctly it can yield good results.   
One respondent is of the view that the PMS implementation does not have any 
problems.  This respondent could not explain or motivate his answer.        
4.2.7 Understanding of PMS by commanders      
Six respondents indicated that they understand PMS.  This is in contrast to the 
response given by the same respondents to question 5 where they indicated 
problems in the implementation of PMS.  The respondents in group A are managers 
responsible for the implementation of PMS.  If therefore they understand the system 
there should not be problems in its implementation.  Two respondents indicated that 
they have same challenges in implementing PMS.  These respondents indicated that 
there are questions they cannot answer relating to PMS and that they need further 
training.                                                   
4.2.8 PMS linkage to organisation performance (strategic) plan 
Six respondents indicated that PMS through performance agreements are linked to 
the organisational performance plan.  The respondents highlighted the fact that all 
items that are in their police station performance plan are reflected in their 
performance agreements.  Two respondents said that PMS is not linked to 
performance plan in that the performance plan of the police station are not the 
product of the police station planning but the alignment of the provincial plan.  Some 
items included in the station plan are not the priority of the particular police station 
but that of the National or Provincial office.  In essence these respondents are of the 
view that performance planning is not done at police station level. 
4.3 Respondent group B (9-29) 
This group consisted of production employees with in the SAPS Queenstown cluster 
police stations.  Self-administered questions were used to collect data from the 
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respondents.  Sixteen respondents out of twenty one participated.  This is a 
response rate of 76%. 
4.3.1 Biographical profile of respondents Group B  
Table 4.2: The following table illustrates the biographical profile of  
respondents group B.   
Gender Male Female  
12 4 
Age 
Group 
18-30 years 31-35 36-40 41 and 
above 
0 2 7 7 
Rank 
level 
Constable/Sergeant/Warrant 
Officer 
Lieutenant/Captain Major/Lt 
Colonel 
Colonel 
14 2 0 0 
Total years of police service 1-10 years 11-20 20 and 
above 
5 5 6 
Total years of experience as 
Vispol/Detective member (delete what is 
not applicable) 
5-10 11-20 21 and 
above 
5 6 5 
Highest 
education 
level 
Grade 12 National Diploma B-Tech/ 
honours 
degree 
Masters/ 
Phd 
11 5 0 0 
Performance Management training 
attended? 
Crime Prevention Course/ 
Detective Course/   Relief          
Commanders Course         
attended?    
Performance       
chart course 
attended? 
YES   NO    YES    NO   YES  NO  
0 16 16 0 5 11 
 
The biographical profile of respondents group B shows that out of sixteen 
respondents 12 are males and four are females.  Computer system Moon stats was 
utilised to draw respondents from the seven police stations in Queenstown police 
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cluster.  There were seven respondents within the age 41years and above, this 
constituted 44% and this was also the case with the respondents with the age from 
36 to 40 years.  Two respondents were within the age limit of 31 to 35 years.  No 
respondents were in the age between 18 and 30 years.  This is the indication that 
respondents were more mature in terms of age. 
Fourteen respondents were between the rank of constable and warrant officer in the 
SAPS.  These are non-commissioned officers’ ranks and lower ranks within the 
SAPS.  Two respondents were between the rank of Lieutenant and Captain.  These 
are commissioned officer within the SAPS.  Six respondents were official who had 
more than 20 years in the service.  Five respondents had a police service of between 
11 to 20 years.  Officer who had a police service of between 1-10 years were also 
five.  Five respondents had a service of between 5-10 years in their current 
environment as either a detective or visible policing (vispol) member.  Six 
respondents had a service of between 11-20 years and another five respondents 
had service of 21 and more tears in their current environment. 
Five respondents had a post matric diploma and eleven respondents had a grade 12 
or equivalent certificate.  No respondent had an honours, masters or doctoral 
qualification.  No respondent receive any form performance management training.  
All respondents had relevant courses in their environments.  Five respondents 
received performance chart training. 
4.3.2 PMS in SAPS improves performance 
Eleven respondents concurred that PMS in the SAPS does not improve 
performance.  These respondents raised the following issues as contributing factors 
to the ineffectiveness of the PMS in SAPS: 
1. Members rate themselves as performing satisfactory and commanders never 
disagree they just give the member the same rating. 
2. Commanders do not hold PMS discussion with members. 
3. Members regard PMS as just another paper exercise. 
4. PMS is done in order to comply with instruction and getting pay progression. 
5. PMS was not utilise by management to determine high performers as during the 
financial incentive period people who were not on duty for more than six month due 
to incapacity received financial rewards while committed people did not receive any 
rewards.  In the financial incentive the fact that you had a rating of four did not mean 
you will get reward before the person who has a rating of three. 
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Five respondents specified that PMS did improve performance as before the system 
was implemented one was just working without any direction and measurement.  
After the implementation of PMS one could see where his/her failures are.  These 
respondents complimented the fact that PMS set standards for them. 
4.3.3 Role of the community in the assessment of members 
All sixteen respondents indicated that the community does not have a role in their 
individual assessment.  Nine respondents indicated that there is a need for the 
community to be involved in the assessment of individual members.  These 
respondents cited the following reasons and suggestions: 
1. The Community is the main stakeholder in policing and the police are serving the 
community. 
2. Community people will be the ones to know if detectives give feedback to 
complainants about the complainant’s cases. 
3. The person that needs to be satisfied by police service delivery is the community.  
Customer satisfaction survey could assist in this regard. 
4. CPF and sector crime forum community members could also be utilised to give 
information about the performance of individual police officials serving them. 
Two respondents are of the view that the community should only be involved in the 
assessment of the Station Commander.  This is based on the fact that the police on 
the ground are many and this could be a lot of work.  Another problem cited by these 
respondents is that since they are working on the ground there is sometimes bad 
blood between them and some community members.  This is said to be usually 
caused by lack of knowledge about legal issues by the community and they will try to 
force the police to function in a particular way and when police refuse the community 
became angry to them.  Service delivery protests were cited as an example of cases 
that could negatively affect the judgement of the community.  The above reasons 
were also cited by the five respondents who indicated that the community should not 
be involved in the assessment of individual members.  
4.3.4 Effectiveness of SAPS Performance Management System      
Fourteen respondents are of the view that PMS in SAPS is ineffective.  The following 
reasons and suggestions were given by the respondents: 
1. Performance management is not conducted truthfully. 
2. Performance management is conducted only for the purposes of compliance. 
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3. There are no performance discussion between the employees and managers.  
Employees grant themselves ratings and managers just agree. 
4. It has been suggested that managers should be forced to take PMS seriously. 
5. More than one source of data should be used to assess individuals. 
Two respondents indicated that PMS is effective.  These respondents highlighted the 
fact that with PMS they can see the impact they are making in the organisation. 
This could be an indication that not all managers disregard PMS prescripts, however, 
most managers do not treat PMS seriously.  
4.3.5 Utilisation of Vispol/ Detective templates to improve effectiveness of 
PMS     
Fourteen respondents indicated that the templates are ineffective.  The following 
reasons were given as the reason for the ineffectiveness of the templates: 
1. No manager is monitoring the templates. 
2. False information is given and no body verifies the information given. 
3. The forms are dealt with only for compliance purposes 
4. The templates are seen by both members and commanders as paper exercise. 
Two respondent from detectives indicated that as they are production workers they 
are not responsible for completing the templates.  Their commanders are 
responsible for completing the templates and they do not know if they complete them 
or not.  They also indicated that they are not aware whether they are effective or not 
as they are never requested information related to the templates.  No detective 
commander was part of the sample.  
Most members especially from the Visible Policing section indicated that they either 
do not complete the templates or they give false information in the template.  They 
also indicated the fact that commanders do not take these templates seriously and 
this cascade down to production employees. 
4.3.6 Relationship of individual PMS with organisational performance plan 
Fifteen respondents alluded to the fact that the PMS is linked to organisational 
performance plan.  The respondents indicated that the PA of the Station Commander 
has an annexure A which talks directly to the performance plan of the police station. 
One respondent gave an irrelevant answer in that he did not know what the 
organisational performance plan refers to even after same effort to explain it to him.  
The respondent kept on referring to performance chart.  
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4.3.7 Ability of commanders to assess members 
Thirteen responded are of the view that commanders do not know how to use PMS.  
The following reasons were given: 
1. Commanders deal with PMS on the basis of maintaining relations. 
2. Commanders do not follow the prescripts in the PMS. 
3. Commanders do not conduct assessment meetings. 
4. Members are given a chance to rate themselves and commanders just concur with 
that rating to avoid confrontation. 
The respondents agree that the document itself is a good document for assessment 
but it is just not utilised correctly. 
Three respondents indicated that the commanders are able to assess members.  
They see the document and the assessment process as contributing to individual 
performance. 
These responses indicate that with proper implementation PMS could lead to 
improved policing. 
4.4  Respondent group C (30-50) 
This group consisted of the people who are served by the SAPS Queenstown 
Cluster police stations.  The group was formed by selecting leaders within the 
community served by each police station in the seven police stations which form the 
Queenstown cluster.  The leaders were selected from Business, Community Policing 
Forum and Traditional leaders.  Twenty one (21) self-administered questions were 
prepared for this group.  Fifteen respondents participated which is 71% response 
rate. 
4.4.1 Biographical profile of respondents Group C  
Table 4.3: The following table illustrates the biographical profile of  
respondents group C 
Gender Male Female  
6 9 
Age Group 18-30 years 31-35 36-40 40 and above 
1 3 4 7 
Position in 
community 
Councillor CPF Member Chief Other 
5 4 4 2 
Total years involved with police 
service 
1-10 years 11-20 20 and above 
7 5 3 
Highest education 
level 
Below Grade 
12 
Grade 12 Degree/ 
honours 
degree 
Masters/ Phd 
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8 4 3 0 
 
The biographical profile of respondents in group C reflects that out of 15 respondents 
nine are females and six are males.  A purposive non-random sampling method was 
used to select from the community information rich individuals.  There was one 
respondent in the age group of 18-30 years.  Three respondents were in the age 
group of 31-35.  Four of respondents were in the age group of 36-40 and the 
remaining seven respondents were above forty in age. 
Five respondents were councillors, four were CPF members, four were traditional 
leaders and two were business people.  The respondents were involved in policing 
for an average of five years.  
Three respondents had degree or an honour degree.  Four respondents had 
grade12 qualification while eight had a qualification below grade 12.  
4.4.2 Role played by the respondents in policing 
     The CPF members indicated that their role in policing is to monitor service delivery 
by the police.  They create amicable relations between the community and the 
police.  The Councillors and traditional leaders claim to have an ex officio status in 
the CPF.  The councillors claim to be also responsible for community safety within 
their boundaries.  Their interaction with the police is mostly through the municipality 
integrated development plan (IDP).  The police will indicate problematic areas which 
are a council responsibility e.g. lack of street lights in a particular crime spot.  The 
SAPS will report this to the councillor who will forward it to the municipality. 
     The traditional leaders claim that their role is to deal with minor offences within their 
communities.  The community report crime first directly to the traditional leaders who 
then call the police.  If the crime is less serious the traditional authority deals with 
that case by finding amicable solution.  The business people indicated that they do 
not have a direct role in policing as there is no structure in their areas involving 
police and business. 
4.4.3 Community involvement in the PMS of the police officials in their police 
station 
Fifteen respondents stated that they are not involved in the assessment of police 
officials in their police stations.  All respondent indicated the need for their 
involvement in assessing the police officials.  The respondents are of the view that 
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they know the police officials that serve them and could give an informative feedback 
about their performance.  The respondent indicated that they can give input with 
regard to how the police conduct themselves on duty, the police officials relations 
with the community, how they deal with complaints and how sensitive are they in 
dealing with gender based violence. 
4.4.4 Community involvement in the performance measurement system of the 
police station 
Fourteen respondents specified they are not involved in the assessment of the police 
station.  They indicated that sometimes they are called to meetings and informed of 
how well their police station has performed while they do not even know what 
measure was used to determine that.  One respondent was of the view that during 
imbizo they are asked about their satisfaction with regard to police service.  The 
respondent is of the view that this is sufficient role which the community must play in 
measuring police performance. 
4.4.5 Community understanding of the performance measurement of their 
police station 
Fifteen respondents indicated that they do not understand how their police stations 
are assessed.  The community is of the view that as stake-holders they are 
supposed to be involved in the assessment of the police station. 
4.4.6 Community involvement in the performance planning of the police 
station 
Two respondents did not give a relevant answer to this question.  These 
respondents did not have an understanding of what performance planning is.  
Thirteen respondents specified clearly that they are not involved as stakeholders in 
the planning.  The respondents have the following views regarding this matter: 
1. That involvement of community in public service planning is not a favour but a 
constitutional requirement. 
2. Planning should be people based. 
3. That local people understand the priorities of their communities better than public 
service employee. 
4. The community is not treated as an equal stakeholder by the SAPS. 
4.4.7 Knowledge of policing priorities by the community 
Twelve respondents indicated that they do not know the policing priorities of their 
police station as they are not involved in the development of the priorities.  The 
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respondents stated that in some cases the community will notice an increase in a 
particular crime and they will ask the police to concentrate in that crime.  Three 
respondents indicated that they are aware of their police station priorities and are 
involved in the development of priorities through discussions that take place in CPF 
meetings.  The respondents who indicated that they are not aware of their priorities 
are of the view that it is imperative for the community and the police to share and 
engage on their priorities to avoid a situation in which the police will view the 
organisation as performing satisfactory, however, the community will not agree 
because their priorities are not the same. 
4.4.8 Community satisfaction by the police service delivery in their area   
Six respondents indicated that the police are delivering a satisfactory service to their 
communities.  They mentioned that the police respond to complaints and are visible 
in their areas.   
Five respondents specified that the police are not delivering a satisfactory service.  
The following reasons were given by the respondents: 
1. In most cases they take a long time to respond to complaints.  
2. There is no feedback regarding case dockets (victims see the perpetrators of 
crime on the street without the knowledge of how they were released). 
3. Police resources are misused by the police officials. 
4. There is no transparency as mandated by Batho Pele principles. 
 Four respondents were not sure whether to say the police perform well or not.  They 
indicated that there are some instances in which the police will react quickly and do 
proper investigation and sometimes the victim will wait for the arrival of the police for 
long time.  The respondents stated that what they need more is visibility of the police 
within their areas.  Lack of access into police station was mentioned as one of the 
reason the respondents are not satisfied with police service delivery. 
4.5.1 Comparison of the findings with secondary data 
A sample of Performance agreements and performance enhancement plans (PMS) 
for the respondents group A and B for the period 2009/10 to 2011/12 were randomly 
selected and perused.  The total average scores of the performance agreements and 
performance enhancement plans were compared with the average results of the 
performance chart (Organisational measurement system) for corresponding financial 
years.  The results of the PMS were found to be corresponding with those of the 
performance chart except for two police stations in 2009/2010.  These two police 
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stations on average performed poorly on the performance chart; however, all PMS 
results indicated members performed satisfactory.  In the following financials years 
2010/2011 and 2011/2012 both the performance chart and PMS indicated a 
satisfactory performance for both members and the police stations in all the police 
stations in the Queenstown cluster.  The response by the respondent group C to a 
question on whether they are satisfied with service delivery from the police stations 
indicated that only 40% of respondents were satisfied.  This shows a gap between 
the police measuring systems and the community perceptions. 
4.5    Themes emergent from the interviews 
Consequent to the interviews conducted, there were themes that were emergent in 
all respondent groups.  These themes will be discussed and analysed below: 
4.5.1 Effectiveness of Performance Management System and Performance 
Measurement System 
In line with the objectives of the research which is to determine if there was any 
discrepancy between individual assessment tools and organisational assessment 
tools, respondents were asked about the relationship between the PMS and the 
organisational performance system 
The study revealed that PMS of SAPS is ineffective.  It was identified that both 
managers and production employees see PMS as an additional paper exercise.  The 
PMS is conducted for the purpose of compliance with instructions from higher 
authority and for getting pay progression.  One respondent in group B spelt out that 
“In the SAPS the main issue with PMS is compliance not effectiveness” 
(Employee10, 2013).  Both managers and production employees agree that 
assessment is not done properly as mostly everybody is given a satisfactory 
assessment regardless of whether one performs excellent or poorly.  Managers are 
not willing to rate employees as performing poorly as this might affect the 
relationship between managers and employees.  According to employees managers 
do not hold PMS assessment discussions with employees.  “Employees rate 
themselves as performing satisfactory and managers just concur with that rating 
without questioning it” (Employee10, 2013). 
4.5.2 Relationship between Performance Management System and 
Performance Measurement System (Performance Chart) 
Again in order to reflect on the objectives of the research which is to determine if 
there was any discrepancy between individual assessment tools and organisational 
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assessment tools, respondents were asked about the relationship between the PMS 
and the organisational performance measurement system. 
This aspect was dealt with in respondents group A and half of the respondents were 
of the view that PMS does not fully relate to performance measurement system.  The 
respondents indicated that “not all KPA in the individual’s performance agreement 
are reflected in the performance chart” (Manager 4, 2013).  Issues such as 
implementation of sector policing, losses and labour relations are not reflected in the 
performance measurement system while they are KPA’s in an individual’s 
performance agreement.  The respondents highlighted the fact that the KPA’s that 
are not reflected in the performance chart are reflected in the organisational  
performance plan, however, the performance plan is no longer monitored or 
assessed as the attention is on the performance chart which mostly deal with crime. 
 
4.5.3 Short comings in the implementation of the PMS  
One of the research objectives was to determine whether there were serious 
problems encountered in the implementation of both the individual and 
organisational SAPS assessment.  The respondents were asked to indicate whether 
there were short comings in the implementation of PMS.     
The study revealed that there are major problems in the implementation of PMS.  
More than 80% of respondents in both respondents group A and group B indicated 
that the PMS is not implemented as it should be.  Managers do not take the PMS 
seriously; for instance manager 3 stated that “some manager use PMS to humiliate 
the employees and this lead to employees being negative to the PMS” (Manager 3, 
2013).  Managers only see PMS as an extra burden of work.  Although managers 
indicated that they understand the PMS, seven indicated that they do not implement 
it correctly.  Fourteen production employees are of the view that managers do not 
understand the PMS.  The main problem identified in the implementation of the PMS 
is the lack of will by managers to assess the employees according to their 
performance.  “Managers are not comfortable in rating the employees lower as this 
might lead to employees not getting promotions and pay progression, thus harming 
the relations between the employees and managers” (Employee16, 2014).  The    
managers also highlighted the fact that there is only one source of information 
regarding an employee performance as a problem as it is easy for employees to 
challenge that one source.  Both managers and production employees agree that the 
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performance agreement and performance enhancement plan document are good 
document, however their lack of other stakeholders’ participation is found to be 
problematic. 
4.5.4 Understanding of PMS by SAPS management 
Again to determine if there were problems on the implementation of PMS, the 
respondents were asked whether the police management understand the PMS.   
The study discovered different responses to the above theme based on who is 
answering.  Six managers indicated that they fully understand the performance 
management system.  This is in direct contrast to the same manager’s view on the 
implementation of the PMS.  The managers indicated that they have problems with 
the implementation of the PMS.  Thirteen production employees are of the view that 
managers do not understand the performance management system.  The employees 
highlighted the following issues: 
1. Managers do not conduct assessment interviews. 
2. Managers depend on the ratings which the employees give themselves. 
3. Managers prefer to rate all employees as performing satisfactorily, this is 
despite the employees knowing each other in terms of their performance. 
 
4.6.5 Understanding and involvement of community in Performance 
Management and Measurement System. 
Another objective of the research was to determine whether the organisational and     
 Individual assessment tools of SAPS relate to the community perceptions regarding  
the effectiveness of the police in rendering services.  
All respondent groups indicated that the community although it is a stakeholder in 
policing is not involved in any way in the assessment of police officials.  All 
community members who participated in the study indicated that they do not 
understand how individual police official and the police station as the organisation 
are measured.  Most respondents in group A and group C believe that the 
community should be involved in the assessment of police officials and the 
organisation.  The respondents stated that “the community is the major stakeholder 
in policing and they are also the tax payers who pay salaries of the police, therefore 
their input on the assessment of the police and the police station is vital” (Community 
30, 2013).  The police serve the community and the community knows better if the 
police perform well or not.  Only nine respondents in group B are of the view that the 
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community should be involved in the assessment of all police officials.  Two 
respondents believe that only Station Commanders and Cluster Commanders should 
be assessed by the community.  These respondents cited the fact that if the 
community is involved in each and every police official this could be enormous work 
and could lead to the problem of just complying for the sake of compliance.  
Strendwick (2000:264) concurs with this argument by saying that in a big company 
one feedback source could end up with feedback overload.  The respondents also 
mentioned that “as foot soldiers they sometimes have direct confrontation with the 
community due to lack of knowledge about law by the community” (Employee10, 
2013).  Service delivery protests are cited as examples of these confrontations.  This 
could lead to subjective assessment of employees by the community.  Five 
respondents in group B are of the view that performance management system is a 
management tool and therefore should only be between the employer and the 
employee.   
All respondents indicated that the community is not involved in the assessment of 
the organisation.  All respondents are of the view that Community should be involved 
in the assessment of the organisation.  
4.6.6 Involvement of community in police station Performance (Strategic) 
Planning 
In order to determine correlation between organisational and individual assessment 
tools with community perceptions of service delivery, respondents were also asked 
whether the community is involved in the performance planning of their police 
stations.  
The majority of the respondents indicated that the community is not involved in the 
performance planning of the SAPS in their areas.  The respondents are of the view 
that as the community they are a stake-holder in police therefore their involvement in 
the performance planning of the police should not be viewed as a favour but as a 
constitutional requirement (Community 30, 2013).  The respondents stated that 
planning in the public sector should be people based.  The community is of the view 
that it is not treated as an equal partner by the police.  The researcher as a person 
who was involved in strategic management component of SAPS before observed 
that the strategic planning of SAPS especially at police station level no longer 
involves other stake-holders such community members.  The planning is mostly 
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done on paper by police station management in order to comply with the requirement 
of performance planning. 
4.6.7 Relationship between Performance Management System and 
Performance (Strategic) Planning of SAPS 
Again to reflect on one of the research objective which is to determine whether the 
assessment tools of both the organisation and individual assessment talk to 
perceptions of the community regarding the effectiveness of the police the 
respondents were asked whether a relationship exist between PMS and 
performance planning.  
More than 75% of respondents from respondents groups A and B are of the view 
that PMS is linked to the organisational performance planning.  The respondents 
indicated that the PA of the Station Commanders have an annexure ‘A’ which talks 
directly to the performance plan of their police stations.  Six respondents are of the 
view that the linkage is false due to the fact that there is no actual performance 
planning in police station.  According to these respondents police stations wait for 
the Provincial Commissioner’s performance plan and align their plan with that of the 
province.  This leads to different priorities being identified by the police and the 
community.   
4.6.8 Community satisfaction perception on service delivery comparison with 
effectiveness of the police as reflected by the PMS and Performance 
Measurement System tools of the saps  
To reflect on the same objective about the relationship of organisational and 
individual assessment tools with community perceptions of the effectiveness of the 
police, the PA, PEP and performance chart were used to evaluate whether their 
outcome correlate with that of respondent group C in connection with effectiveness 
of police. 
The comparison of the performance management system and performance 
measurement system showed a correlation with regard to individual and 
organisational performance.  Both these SAPS performance management and 
measurement tools reflected police officials and police stations in Queenstown 
cluster as having performed well in the three financials years that were dealt with.  
However the responses of respondents in group C who are the members of the 
community served by the police stations in the Queenstown cluster indicated that 
only six respondents are satisfied with the performance of their police stations.  Five 
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respondents indicated that they are not satisfied with service delivery from their 
police station while four respondents were not sure whether they are satisfied or not.  
They indicated that sometimes they are happy with the service other times not. 
The respondents who are not satisfied and those that were not sure highlighted the 
following as their areas of concern: 
1. Police arriving late when summoned to a complaint. 
2. Attitude of police officials towards the public not pleasing 
3. Lack of feedback in relation to cases that were opened. 
4. Lack of accessibility to police stations. 
5. Lack of visibility by the police in their areas. 
The six that indicated satisfaction are of the view that police respond to complaints 
quicker.  The study noted that there were few complaints about response time and 
accessibility in respondents from urban areas than those in rural areas. 
4.7 Summary 
The above results indicate that the performance management and performance 
measurement in the SAPS is done without the consultation of the community that is 
served.  The PMS does not improve performance in the SAPS.   The PMS of SAPS 
could be an effective document internally, however it is not utilised effectively.  
Performance measurement system (performance chart) does not include all areas 
necessary for the comprehensive evaluation of a police station.  There is a gap 
between what is perceived as good performance by SAPS and what is regarded as 
good performance by the community. 
Recommendations regarding the above finding will be dealt with in chapter five of the 
research. 
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CHAPTER 5 
5. RECOMMENDATIONS AND CONCLUSION 
5.1 INTRODUCTION 
One of the objectives of this research is to make proposals or recommendations to 
rectify the discrepancies if they exist, this chapter will deal with the recommendations 
based on emergent themes in chapter four.  A conclusion of the research will also be 
dealt with in this chapter. 
5.2 RESEARCH OBJECTIVES 
The following objectives were indicated in chapter one of this study: 
1. To determine the extent of discrepancy between the individual performance 
assessment tools and the organizational measurement tool. 
2. To determine whether the organizational and individual assessment tools talk to 
the community’s perceptions regarding effectiveness of the police in rendering 
services. 
3. To determine whether there are serious problems encountered in the 
implementation of both the individual and organizational SAPS assessments? 
4. To make proposal or recommendations to rectify the discrepancy if they exist. 
5.3 Recommendations  
The recommendations below are made based on the emergent themes from chapter 
4.  The following emergent themes are dealt with:  
5.3.1 Effectiveness of Performance Management System and Performance 
Measurement System 
Recommendations 
1. Senior management of SAPS needs to communicate continuously with both 
managers and production employees about the importance and purpose of PMS.   
2. An understanding should be created on both the employees and managers on 
how the PMS relates to organisational vision and mission.   
3. A proper monitoring tool should be developed to ensure that PMS is implemented 
correctly.  A higher office like the Provincial Commissioner’s office should monitor 
the implementation of PMS and must ensure that it is not only compliance but 
that the system is implemented as it was intended.   
4. There is only individual assessment in SAPS; a need for team assessment exists.   
5. Individual and team members should be made to see their own contribution 
towards organisational goals. 
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5.3.2 Relationship between Performance Management System and 
Performance Measurement System (Performance Chart) 
Recommendations 
1. A single organisational performance measurement tool should be developed.   
2. All aspects in PMS should talk to organisational performance measurement 
system. 
5.3.3 Short comings in the implementation of the PMS       
Recommendations 
1. Managers should be forced to implement the PMS correctly, or departmental 
investigation should be implemented against managers who do not comply with 
prescripts of the PMS.  
2. A Multi-rater system of assessment should be investigated and be developed for 
the SAPS. 
5.3.4 Understanding of PMS by SAPS management 
Recommendations 
1. The effectiveness of the current PMS training needs to be evaluated. 
2. The attitude of managers in dealing with PMS needs to be influenced towards a 
positive attitude. 
3. Career management should be involved in assisting management in the 
implementation of PMS. 
5.3.5 Understanding and involvement of community in Performance 
Management and Measurement System.  
Recommendations 
1. A multi-rater PMS document that involves community must be developed.   
2. Specialist in human resource management must deal with PMS. 
3. The community must be involved only in Station Commander and Cluster 
Commanders assessment due to the big number of police officials within SAPS. 
4. A stake-holder analytical framework that is combined with viable system model 
need to be developed for the assessment of the organisation. 
5. Individuals from outside the SAPS who are knowledgeable such as academics 
need to be used to conduct organisational assessment. 
6. Community satisfaction survey must be used to determine community satisfaction 
with police performance.  
93 
 
5.3.6  Involvement of community in police station Performance (Strategic) 
Planning 
Recommendation  
1. A performance planning session should be held each year by all police stations 
and clusters including their stake-holders. 
2. Stake-holder analysis and identification should be conducted by the police station 
and cluster management yearly.  
3. Steering committee meetings should be held quarterly by the Cluster 
Commanders to monitor the implementation of the police station’s performance 
plan within his/her cluster and the Provincial Commissioner should also monitor 
quarterly the implementation of the cluster performance plans. 
4. Representatives of the community should be involved in the monitoring of the 
performance plan. 
5.3.7 Relationship between Performance Management System and 
Performance (Strategic) Planning of SAPS  
Recommendations 
1. The provincial plan should only be a guide to the police station.  
2. The police stations and clusters should do a proper planning according to their 
own priorities. 
3. Police stations performance plans should be developed in consultation with all 
relevant stake-holders such as community, other government departments and 
non-governmental organisations. 
4. Performance plan must a known document by all employees and stake-holders.  
5.3.8 Community satisfaction perception of service delivery comparison with 
effectiveness of the police as reflected by the PMS and Performance 
Measurement System tools of the saps    
Recommendations 
1. A performance management system and performance measurement system that 
involves the community be developed. 
2. Better policing strategies such as sector policing or rural safety should be 
implemented to improve response time. 
3. Detective’s feedback to the community should be enforced. 
4. Special attention should be given in policing of rural areas. 
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5.4 RECOMMENDATIONS REGARDING FURTHER RESEARCH  
The following recommendations are made for further research purposes: 
1. A qualitative research should be conducted for the development of a performance 
management system that includes other relevant stake-holders. E.g. a multi-rater 
system.  
2. A qualitative research should be conducted for the development of the 
performance measurement system that has both elements of stake-holder 
analytical framework and viable system model.  
3. An investigation should be conducted to establish whether managers do not 
understand the PMS or they intentionally disregard its prescripts.  This study will 
shed more light on why the PMS is not effective. 
5.5 CONCLUSION 
Based on the findings derived from the study, the following concluding remarks are 
made: 
The implementation of the performance management system in the SAPS was not 
adequately communicated to all stake-holders. The management and the production 
workers in the SAPS Queenstown cluster did not see performance management 
system as an important tool to improve policing.  The other stake-holders such as 
the community served are not involved in the PMS and most of the respondents are 
of the view that communities should be involved.  
Performance measurement system (Performance Chart) of SAPS has a linkage with 
the PMS however; the performance measurement system does not include all 
aspects that are dealt with in the PMS.  The Performance measurement system also 
does not include the perceptions of the community regarding the effectiveness of the 
SAPS. 
The perceptions of the community regarding effective service delivery by SAPS differ 
significantly from those reflected by both the PMS and performance measurement 
system of SAPS.  There is a serious need for SAPS management to look into the 
system that takes into consideration the perceptions that the community has about 
the effectiveness of the service.  A need also exist for management to educate 
cluster and police station management and production employees about the 
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seriousness and importance of PMS.  If the line managers do not understand the 
importance of the PMS every attempt to make it effective will be futile.   
A conclusion drawn by the researcher is that both performance measuring tools in 
the SAPS were not developed to consider views of the public which the SAPS serve.  
There is a disjuncture in the understanding of good service delivery by the 
community and the police service. 
It is anticipated that the findings and recommendations of this study will be a 
challenge to the Department of Police and the police officials for attention, 
implementation and further research with the intention to improve the quality of 
service delivery by SAPS as perceived by the local community.  
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